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1. Introduction

· Overview of the business case
Kalori Ltd. is a rapidly expanding consumer electronics retailer operating 30 physical stores alongside a growing e‑commerce platform. Over the past year, the company has experienced a sharp rise in sales and is preparing for further expansion. However, this growth has exposed serious weaknesses in its internal information systems. The organization relies on outdated, fragmented, and largely manual processes that can no longer support its operational demands. These system failures now threaten customer satisfaction, financial performance, and long‑term scalability.
The first major challenge lies in inventory management. Kalori Ltd. still uses manual tracking methods, resulting in frequent stock discrepancies between physical stores and the online platform. Customers often place orders for products that appear available but are actually out of stock. This leads to refunds, complaints, and reputational damage. Store managers also struggle to identify overstocked or understocked items, causing delays in fulfilment and unnecessary financial losses.
Customer relationship management is equally weak. Customer data is scattered across multiple disconnected systems, making it difficult to track purchase history or deliver personalised marketing. The marketing team cannot target customers effectively, and the support team cannot resolve complaints efficiently due to missing or incomplete records.
Decision‑making is slowed by manual reporting. Sales data is compiled through spreadsheets that are often inaccurate and outdated. Management lacks real‑time visibility of sales trends, limiting their ability to forecast demand or respond quickly to market changes.
Compliance risks are rising. The current systems lack secure access controls, leaving customer data vulnerable and putting the company at risk of GDPR violations. Finally, the lack of system integration across departments forces employees to manually transfer data between sales, finance, and inventory teams, increasing errors and wasting time.
Kalori Ltd. now requires a modern, integrated information system to stabilise operations, support growth, and restore efficiency.





· Identification of key challenges faced by the organization

The operational issues at Kalori Ltd highlight the wider importance of effective information management in modern retail. As organisations expand, the volume, speed, and complexity of data increase, and outdated systems quickly become barriers to performance. Reliable information systems are essential for accurate inventory control, customer insight, secure data handling, and timely decision‑making. When these systems fail, the consequences appear across the entire value chain: stock inaccuracies, poor customer experience, weak reporting, and compliance risks.
Kalori Ltd now requires a structured evaluation of its current systems and a clear plan for improvement. My assignment examines the weaknesses in the company’s existing information environment, identifies the functional requirements needed to support growth, and recommends a modern, integrated solution capable of delivering real‑time visibility, stronger data governance, and operational efficiency. The aim is to demonstrate how an upgraded information system can stabilise operations, support expansion, and align the organisation with best practice in digital retail management.




2. Evaluation of Existing Systems
Kalori Ltd operates with outdated and disconnected information systems that no longer support the scale and speed of its retail operations. The company relies on manual processes, isolated databases, and limited digital tools, creating inefficiencies across inventory, customer management, reporting, and data security.

2.1 Inventory Management Weaknesses
Inventory is tracked manually in stores, with no real‑time synchronisation between physical locations and the ecommerce platform. This creates inaccurate stock levels, delayed updates, and inconsistent product availability. Customers frequently order items that appear in stock online but are unavailable in stores, leading to refunds and complaints.
A “rich picture” analysis of the stock process shows multiple actors (stores, warehouse, ecommerce, customers) and broken information flows. Manual updates, duplicated entries, and delayed communication create bottlenecks and errors. The lack of automation prevents accurate forecasting and efficient replenishment.

2.2 E‑commerce and System Fragmentation
E‑commerce refers to buying and selling goods or services through digital platforms. Kalori operates a basic online store, but it is not integrated with inventory, CRM, or finance systems.
Types of e‑commerce relevant to Kalori include:
- B2C (Business‑to‑Consumer): Kalori’s main model, selling electronics to customers.
- B2B (Business‑to‑Business): Potential future partnerships with corporate buyers.
- C2B/C2C: Not currently relevant but important for understanding digital retail trends.
The lack of integration between ecommerce and store systems results in inconsistent stock data, slow order fulfilment, and limited visibility of customer behaviour.

2.3 Customer Relationship Management (CRM) Issues
CRM refers to systems that manage customer interactions, purchase history, preferences, and service requests. Kalori does not have a unified CRM. Customer data is scattered across spreadsheets, email records, and store‑level systems.
Consequences include:
- No single customer profile
- Weak personalised marketing
- Slow complaint resolution
- Limited insight into customer lifetime value
This fragmentation reduces customer satisfaction and prevents data‑driven marketing.

2.4 Data and Database Management Problems
Customer, sales, and inventory data are stored in separate, inconsistent formats. There is no central database or structured data governance. This leads to duplication, errors, and unreliable reporting. Manual spreadsheets increase the risk of data loss and human error.
Poor database management also limits the company’s ability to scale or adopt advanced analytics.

2.5 Reporting, Business Intelligence, and Decision‑Making
Reporting is manual and slow. Managers rely on spreadsheets that are often outdated by the time they are compiled. There are no dashboards, automated analytics, or forecasting tools.
This prevents real‑time decision‑making and limits the company’s ability to identify trends, manage stock proactively, or respond to market changes.





2.6 Information Security and Governance
Current systems lack secure access controls, audit trails, and structured data protection policies. Sensitive customer information is vulnerable to unauthorised access.
This exposes the company to GDPR compliance risks and potential financial penalties.

Summary of Key Gaps
- No real‑time stock visibility
- Fragmented customer data and no CRM
- Weak database management
- Manual reporting and no analytics
- Poor system integration
- Inadequate data security and governance
These weaknesses create operational delays, customer dissatisfaction, and strategic limitations. Kalori Ltd requires a modern, integrated information system to stabilise operations and support future growth.


3. Recommended Solution
Kalori Ltd requires a modern, integrated information system capable of replacing its fragmented, manual processes. The most suitable option is a cloud‑based Enterprise Resource Planning (ERP) system with an integrated Customer Relationship Management (CRM) module. This solution addresses the company’s operational weaknesses by centralising data, automating key processes, and providing real‑time visibility across all business functions.


3.1 Functional Requirements
The new system must deliver the following core capabilities:
· Real‑time inventory visibility across all stores and the ecommerce platform
· Unified customer database for marketing, sales, and support
· Automated reporting and dashboards for sales, stock, and performance
· Secure access controls to support GDPR compliance
· Integration with POS, ecommerce, and finance systems
· Knowledge management tools to store procedures, product information, and customer insights
· Scalable cloud infrastructure to support future expansion
These requirements ensure the system directly supports Kalori’s operational needs and long‑term growth.








3.2 ERP + CRM as the Recommended System
A cloud‑based ERP provides a single platform for inventory, finance, sales, and operations. The integrated CRM manages customer interactions, purchase history, and service requests. Together, they replace the company’s disconnected tools with a unified environment.
Key benefits include:
· Real‑time stock updates: Eliminates discrepancies between stores and ecommerce.
· Centralised customer profiles: Enables personalised marketing and faster complaint resolution.
· Automated workflows: Reduces manual data entry and human error.
· Accurate reporting: Dashboards provide instant visibility of sales trends and stock levels.
· Improved forecasting: Better data supports demand planning and replenishment.
· Stronger data protection: Role‑based access and audit trails reduce GDPR risks.
 Integrated information systems improve organisational performance by reducing delays and enabling data‑driven decisions 

3.3 E‑commerce Integration
The ERP must synchronise directly with Kalori’s ecommerce platform. This ensures:
· Stock levels update automatically
· Online orders flow into the system instantly
· Customer behaviour data feeds into CRM
· Pricing and promotions remain consistent across channels
This integration eliminates the current mismatch between online and in‑store stock.



3.4 Knowledge Management System (KMS)
A basic KMS within the ERP will store:
· Standard operating procedures
· Product specifications
· Customer service guidelines
· Training materials
This supports consistency across stores and reduces reliance on informal knowledge.

3.5 Strategic Impact
Implementing an integrated ERP + CRM system will:
· Stabilise operations
· Reduce refunds and complaints
· Improve customer retention
· Strengthen compliance
· Support future store expansion
· Enable data‑driven decision‑making
The solution directly addresses the weaknesses identified in Section 2 and aligns with best practice in digital retail management.



4. Implementation Plan

The implementation of a new cloud‑based ERP with integrated CRM must follow a structured, phased approach to minimise disruption and ensurePha successful adoption across all stores and the ecommerce platform. The plan focuses on preparation, integration, training, testing, and full deployment.

4.1 Implementation Phases
Phase 1: System Selection
Kalori Ltd should evaluate ERP vendors based on cost, scalability, retail functionality, integration capability, and support. Demonstrations and trial environments should be used to confirm suitability. The chosen system must meet the functional requirements identified in Section 3.
Phase 2: Data Preparation and Migration
Existing data must be cleaned, standardised, and validated before migration. This includes inventory records, customer information, sales history, and financial data. Clean data reduces errors and ensures the new system operates effectively from day one.
Phase 3: System Integration
The ERP must be integrated with:
· POS systems in all stores
· The ecommerce platform
· Finance and accounting tools
· Warehouse and stock management processes
Integration ensures real‑time data flow and eliminates manual data transfer.
Phase 4: Staff Training
Training should be role‑specific and practical. Store teams, managers, and support staff must understand how to use the system for daily tasks such as stock updates, customer interactions, and reporting. Clear guidance reduces resistance and improves adoption.



Phase 5: Pilot Rollout
A pilot should be conducted in 2–3 stores to test system performance, identify issues, and refine workflows. Feedback from the pilot phase will guide adjustments before full deployment.
Phase 6: Full Deployment
Once the pilot is successful, the system can be rolled out across all stores and the ecommerce platform. On‑site support should be available during the first weeks to resolve issues quickly.
Phase 7: Monitoring and Optimisation
After deployment, system performance must be monitored continuously. Dashboards, user feedback, and operational metrics will help identify areas for improvement. Regular updates and optimisation ensure long‑term effectiveness.

4.2 Implementation Table (Estimated Duration)

	            Phase
	           Description
	    Estimated duration

	1. System Selection       
	Vendor evaluation, demos, final choice
	 3 – 4 weeks

	2. Data Preparation & Migration       
	Cleaning, validation, migration
	 4 – 6 weeks


	3. System Integration
	POS, ecommerce, finance, warehouse
	 6 – 8 weeks

	4. Staff Training
	Role-specific training sessions
	 2 – 3 weeks

	5. Pilot Rollout 
	Test in selected stores
	 4 weeks

	6. Full Deployment
	Rollout across all stores
	 6 weeks 

	7. Monitoring & Optimisation
	Continous improvement 
	 Ongoing 


4.3 ERP System Implementation – Gantt Chart

Month 1: |■■■■■■■■■■■■■■■■■■■■| System Selection
Month 2: |■■■■■■■■■■■■■■■■■■■■■■■■■■| Data Preparation & Migration
Month 3: |■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■| System Integration
Month 4: |■■■■■■■■■■■■| Staff Training
Month 5: |■■■■■■■■■■■■■■■■■■■■| Pilot Rollout (Selected Stores)
Month 6: |■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■| Full Deployment
Month 7+: |■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■■| Monitoring & Optimisation (Ongoing)
This timeline ensures a controlled, phased implementation that reduces operational risk and supports staff adaptation

4.4 Potential Challenges and Mitigation
· Staff resistance: Mitigated through clear communication and practical training.
· Data migration errors: Reduced through thorough cleaning and validation.
· Temporary disruption: Managed through phased rollout and pilot testing.
· Cost pressures: Controlled through cloud‑based subscription models and vendor support.







5. Conclusion

Kalori Ltd’s current information environment is no longer suitable for a growing retail organisation. Manual processes, disconnected systems, inconsistent data, and weak reporting create operational delays, customer dissatisfaction, and compliance risks. These issues directly affect stock accuracy, customer experience, and the company’s ability to make informed decisions.
The evaluation shows that the core problem is fragmentation: inventory, customer data, ecommerce, and reporting all operate in isolation. This prevents real‑time visibility and increases the likelihood of errors. A modern, integrated information system is essential to stabilise operations and support future expansion.
A cloud‑based ERP with an integrated CRM module provides the most effective solution. It delivers real‑time stock control, unified customer information, automated reporting, secure access management, and scalable infrastructure. The system also supports knowledge management and ecommerce integration, addressing the company’s functional requirements.
A structured implementation plan covering system selection, data migration, integration, training, pilot testing, and full deployment reduces risk and ensures a smooth transition. With the right approach, Kalori Ltd can improve efficiency, strengthen compliance, enhance customer satisfaction, and position itself for long‑term growth.
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