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Executive Summary
The report shed light on selecting Kalori Ltd. as a fast-growing consumer electronics retailer that is on its way towards business expansion. However, discrepancies across its current information system (IS) have resulted in inaccuracy in predicting inventory status, along with an increase in complaints and refunds from customers. The proposal of the upgraded IS can be effective in optimising investor management, along with improving demand forecasting efficiency based on automated analysis of customer purchase history. The impact correlates with the possibility of addressing current discrepancies observed at Kalori and influencing business expansion and effectiveness. 
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[bookmark: _230ypf21y25][bookmark: _Toc224667559]Overview of the business case/scenario
Kalori Ltd. is considered a fast-growing consumer electronics retailer that operates across 30 physical stores and also possesses an e-commerce platform. Kalori has witnessed a significant rise in its sales that influenced further expansion and stability. However, the prevalence of outdated and inefficient information systems existing in Kalori has resulted in operational inefficiencies (Case Scenario). The discrepancy observed in Kalori signifies a challenge towards retailing and managing orders while operating across physical and virtual platforms. 
[bookmark: _7b361d2tuxbz][bookmark: _Toc224667560]Identification of key challenges faced by Kalori Ltd 
Operational challenges driven by inefficiencies in managing multiple functions at Kalori have been anticipated from the case scenario. For instance, the reliance on a manual inventory tracking system witnessed discrepancies while managing multiple stocks across physical stores and online orders (Case Scenario). Instances of financial losses and delays in fulfilling orders have been anticipated from the rise in complaints and refunds initiated by customers. The existence of multiple disconnected systems has induced significant challenges in trekking purchase history of customers and also handling relevant complaints (Case Scenario). Impacts of slow and ineffective decision-making resulted in relying on manual sales reports using spreadsheets, which led to errors due to an outdated strategy in managing orders. Non-compliance with GDPR regulations poses risks and exposure to cyber threats and legal penalties at Kalori (Case Scenario). The key challenges correlate with the existence of an inefficient retail management and information system that hinders Kalori’s business growth.
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Figure 1: Key challenges faced by Kalori Ltd.
(Source: Self-developed on data procured from Case Study)
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Manual inventory management systems and disconnected systems 
The incumbent system existing in Kalori Ltd. anticipates outdated and fragmented operations related to inventory management systems. Ahmed et al. (2026) stated that outdated inventory management systems and stockouts increase the cost of operations and decrease the effectiveness of customer services. The absence of effective automation and real-time updating capabilities in the company generated operational inconsistencies for Kalori in managing the workforce across physical stores and online stores. Lack of decision-making anticipated declines in enhancing inventory tracking and maintaining data governance (Georgescu and Schmuck, 2025). The statement signifies that the incumbent information systems are not in compliance with fostering growth and improving the scalability of inventory management operations.  
Lack of communication across departments and software systems
Kalori operates across systems where softwares do not communicate with the respective department. Di Palma et al. (2025) stated that the lack of a proper information system relates to an absence of integrated enterprise systems that hinder business expansion. The lack of communication across departments has hindered the management of spreadsheets using manual methods, unlike automatic processes. Barbieri and Zapata (2025) commented that silos in communication across departments hinder coordination in managing inventory systems, leading to a decline in sales. For instance, Kalori lacks the possession of adequate accessibility to IT systems due to inadequate communications across departments that limits business growth.
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Figure 2: Inefficiencies and gaps identified at Kalori Ltd.
(Source: Self-developed on data procured from Case Study)
Analysis 
Ineffective inventory management system
The existing inventory management system at Calorie anticipates multiple inefficiencies in operation gaps in addressing customers' requirements. The manual inventory tracking system generated discrepancies between physical stores and online orders at Kalori (Case Scenario). The impact has been responsible towards declining visibility of real-time inventory management processes and accuracy of incumbent information systems. Ngoma, A. and Mwanza (2025) stated that the lack of an effective inventory management system induces challenges in inventory planning across businesses. Ineffective inventory management systems are responsible for understocking or overstocking of products, that hinder the possibility of Kalori's business expansion.
Difficulty in monitoring customer purchases 
The case study witnessed significant challenges faced by Kalori in monitoring the purchase history of customers using the existing CRM system that hinders the possibility of its business expansion. Ingriana and Rolando (2025) stated that ineffectiveness in monitoring customer purchases hinders personalisation of services that impact a business expansion. The ineffectiveness of Kalori in managing customer purchases using the CRM system is anticipated from the lack of handling customer complaints due to missed records that hinder relationships.
Slow and ineffective decision-making
The hindrance in making effective decisions led to inaccuracy in analysing real-time sales trends. Siswanto et al. (2025) commented that companies face losses in revenue due to a lack of making effective decisions based on market trends. Consequently, the existence of ineffective decision-making at Kalori signifies a hindrance in analysing real-time analytics on customer purchases that witnessed losing revenue opportunities.
Non-compliance with GDPR regulation and system integration issues
Non-compliance with GDPR regulations poses the risk of authorising customers’  data, leading to Kalori facing legal penalties. In addition, a lack of proper system integration focuses on using outdated and manual methods of data entry across departments.
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Figure 3: Upgraded information system
(Source: Self-developed)
The redressal of current operational inefficiencies at Kalori can be addressed by proposing the implementation of an upgraded information system. The upgraded information system (IS) will adopt an ERP system such as SAP S/4HANA that will help in monitoring stocks in real-time concerning physical source and online orders. Devarashetty (2025) stated that SAP S/4HANA is effective for minimising stock discrepancies and analysing current stock status. The ERP solution will contribute towards enhancing demand forecasting efficiency, leading to a reduction in compensation and refunds from customers end. In addition, the upgraded IS will include a centralised CRM system such as Salesforce or HubSpot CRM for storing customers' purchase history. Abubakar et al. (2025) stated that centralised CRM is significant for addressing the negative implications of tracking customer purchase history. The impact of inspecting the centralised CRM will help in efficiently handling complaints” without losing customers’ records. Kalori will integrate Business Intelligence (BI) tools such as Power BI or Tableau, that enhances decision-making abilities and reduce errors in real-time sales trends. The upgraded system will help Kalori in enhancing sales and expanding business. 
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Business needs 
The implementation of the centralised CRM, effective ERP solutions and BI tools can be significant for Kalori in transforming its manual operation into an automated data-driven system. Kuswari et al. (2025) stated that upgraded information systems help in optimising communication across departments, that improve decision-making approaches. Consequently, the reduction in expenses for managing inventory and personalised services can be anticipated using the proposed IS. Encryption methods are to be incorporated while adhering to GDPR regulations that minimise the risk of privacy and develop customer trust, which can fulfil business needs in business and sales expansion. 
Efficiency
The use of ERP and CRM will help refine the working process, minimise the number of mistakes made manually, and improve the communication. Redundancy will be eliminated through automation of the inventory management process and customer relationship handling (Bodin and Miari, 2023). The real-time access to data will enable the timely decision-making, which will improve the efficiency of the operations between the departments.
Cost
The cost of implementing the system is expensive, but the payoffs of the investment would prove much in the long-term. There will be a huge saving in terms of reduced operational errors and costs on managing inventory (Pedersen et al. 2022). Better decision finding will result in better resource allocation which will ultimately decrease expenses in the long run.
Scalability
Both Salesforce/HubSpot and SAP S/4HANA can expand with the growth of Kalori; they are both scaled. The systems will be scalable to the higher demand and further stores or online stores (Ojika et al. 2022). This scale will allow Kalori to add more easily without the need to have regular systems overhaul.
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Operations
The ERP system will enable automated inventory and this will minimise the differences between online orders and the stores. The automation keeps stock updated in real-time to enhance better order fulfilment (Rajendran et al. 2025). In Kalori Ltd., there will be reduced stock- outs, overstocking, and operational efficiency in all the locations.
Data Management
CRM systems bring together the data of customers in a single platform giving one the capacity to view customer interactions. This is more centralised data that allows the company to better monitor customer behaviour, enhancing personalization. It will also simplify data access since it will be easy to analyse and act upon customer needs.
Decision-Making
ERP BI will give real-time sales and trend analysis aspects. Such insights will enable the management to make informed and data-driven decisions in a short period (Adewale et al. 2023). Better decision making will boost forecasting whereby Kalori can find opportunities and change strategies to maximise revenue and market positioning.
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Figure 4: Project Steps for implementing the new system
(Source: Self-Developed)
The implementation procedures to be implemented in Kalori Ltd. to introduce the new system are designed to have a seamless implementation and successful introduction. The initial one is the Vendor Selection and Contract Finalisation that requires researching on possible vendors of ERP and CRM, negotiating terms, and signing the contract to make sure the systems selected fit the needs of Kalori. After the selection of the vendors, the next stage is the Customization and Configuration, i.e., the defining of the business requirements and modification of the systems depending on the working processes of Kalori. This involves setting modules to manage inventory and CRM and testing settings to be in line with business objectives.
Next, Data Migration will be essential in order to transfer all the appropriate information of the old system to new ERP systems and CRM systems. This involves data mapping, cleansing and implementing the migration in order to avoid failures. The next part is the System Integration that will involve the smooth integration of the new systems with the existing infrastructure of Kalori. This will entail planning, technical integration and seeing through integration problems.
The integration is done after which Training and Change Management comes into play to train the staff on the use of the new systems. These involve designing the training aids, training sessions and keeping an eye on how the system is being adopted. Lastly, Testing and Go-Live involves running tests on the systems, correcting the challenges identified in the course of these tests and projecting the new systems, and providing after sales support in the process to transition smoothly. Such an organised method is the least risky and best system performance to Kalori Ltd.
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Training
The employees will be provided with comprehensive training in the use of new ERP and CRM systems. Extensive manuals and tutorials will be distributed to assist the learning. Critical personnel will be provided with specialised training about working with higher order features of the system (Rivaldo and Nabella, 2023). Frequent follow-ups and feedback will be used to ensure a smooth adaptation to the new systems.
Integration with Existing Infrastructure
The new systems will be incorporated in the Kalori current IT infrastructure, and it will not be very disruptive. Integration entails linking ERP and CRM to existing sales, financial and warehouse systems (Kowsar and Rahman, 2022). IT experts will facilitate a flawless flow of information within the departments. Smooth communication and uniformity in operations of the company are attained through this integration.
Potential Challenges
Opposition to change is a major challenge that could be encountered in the implementation of a system, which can be addressed by proper communication. Migration problems can also occur and thus more validation and troubleshooting can be needed during the migration. The compatibility of the system with the old infrastructure may create delays, which would demand technical modifications (Gurgun et al. 2024). Finally, the users might require time to have a complete adoption following unfamiliarity within the new system.
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[bookmark: _97djkz7trn9n][bookmark: _Toc224667572]Summary of key points and expected benefits
In conclusion, the current information system is outdated and disorganised, posing a serious threat to the operations of Kalori Ltd. as it impacts the inventory management, data processing in relations with customers, decision-making and their adherence to regulatory requirements. These inefficiencies will be resolved by the suggested solution, which consists of an integrated ERP solution (SAP S/4HANA), and a centralised CRM solution (Salesforce or HubSpot). ERP system will also provide real-time updates in the inventory management process thus minimising the stock discrepancy and order fulfilment errors. The CRM solution will focus on lumping together customer information, which would facilitate individualised marketing and convenient customer service. The improvements will not only achieve better operational efficiency, but also respond to better data management and quicker and data-driven decision-making. In addition, the systems are scalable which means that they will accommodate future growth of Kalori. Although implementation will entail investment, the long-term effects, that include the reduction of cost of operation, increase in customer satisfaction as well as the opportunity to earn more revenue, will give a substantial payoff on the investment. This solution will see Kalori Ltd. achieve its business objectives and grow successfully.
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