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1. INTRODUCTION
[bookmark: _Toc222327163]Overview of the business case/ scenario
The business case is based on operational challenge face by Kalori Ltd, which is retail organisation that deals in consumer electronics and operates with e-commerce and physical stores. In this case, company faces issue regarding inefficient and manual inventory tracking system that leads to discrepancy across online orders and physical stores (Madamidola, et al. 2024). Further, store managers also struggle with understocked and overstocked products that causes financial delay and loss. In addition, case highlights increasing concern regarding CRM as marketing team find it challenging to handle customer queries and devise targeted promotional plans (Kumar, 2024). Kalori Ltd also fails to comply with GDPR and necessary data protection laws as current system carries risk of unauthorised access along with increasing concern regarding legal penalties. Case also highlights issue regarding lack of integrated software system across distinct teams which increases error in manual data entry. Overall, scrutiny of business case reveals need for modern information system to improve customer satisfaction, efficiency and streamline operations. 
[bookmark: _Toc222327164]Key challenges faced by organisation
Kalori Ltd. faces issues regarding inefficient and outdated information system which leads to operational bottlenecks and discrepancy between order placement and physical capacity of stores. This in turn deteriorates order fulfilment process and create financial losses (Rizzotti, 2025). Whereas company faces challenge regarding fragmented data which impact CRM and causes slowness in decision making. Case highlights that management often relies on spreadsheets which hampers trend analysis and sales forecasting, whereas non-compliance with regulations and lack of data security exposes customer data to cyber threats, serving as major challenge. Apart from this, internal challenge exists in the form of data silos which limit cross department integration and hamper business growth. Kalori Ltd also faces issue regarding financial losses which is caused due to understocking and overstocking of items (Sharma, 2025).
[bookmark: _Toc222327165]2. Evaluation of Existing Systems
[bookmark: _Toc222327166]Analysis of the current information systems in place
Kalori Ltd currently uses manual and fragmented information system which fails to support organisational growth. This can be elaborated as, core tracking system for inventory focuses on manual process, which in turn creates deviation between e-commerce platform and physical stores (Raut, 2025). Apart from this, customer data faces issue regarding data silos, that creates disconnect within CRM (customer relationship management) architecture, whereas over dependence on manual reporting through spreadsheet creates bottlenecks and deteriorate productivity of employees as company fails to integrate BI tool. Current information system also lacks secure data storage and safety protocols which increases data vulnerability and hampers data centralisation. Other than this, sales, marketing and support department operates in fragmented manner which limits integrated aspects. 
[bookmark: _Toc222327167]Identification of inefficiencies and gaps
Within existing information system, inefficiency and gaps exists in the form of security and compliance risk, integration bottlenecks, latency in decision making and negative customer experience. This can be seen as, gap between stock availability and in-shelf inventory leads to discrepancy which in turn impact customer trust, refund status and creates understock and stockouts situation. Whereas store managers often fails to examine real time visibility of inventory and this creates inefficiency, along with failure to access past purchase data of customer (Mattegunta, 2025). This impact effectiveness of personalised marketing campaigns and causes dissatisfaction among customers. Other than this, risk regarding non-compliance with GDPR exists which creates legal penalties and deteriorate business reputation, causing inefficiency in operation. Apart from this, lack of centralised ERP system prevents coordination among departments and creates integration issue. 
[bookmark: _Toc222327168]3. Recommended Solution
[bookmark: _Toc222327169]Proposal of a suitable new information system  
Based on assessment of current information system, it can be recommended that Kalori Ltd integrates cloud based ERP and CRM system which manages complex omnichannel processes. The proposed solution will focus on centralising inventory management by presenting unified, real time view of inventory process across company website and physical stores which prevents stock out and overselling (Pakkirisamy, 2025). It will also include POS system that provide update regarding distinct stock level, followed by integrating CRM to attain customer insights from diverse channels and curate personalised marketing campaigns. In addition, cloud based ERP and CRM system will promote BI in real time, for example, automated reports and dashboards will be used to analyse demand forecasting and sales trends. Whereas, cloud infrastructure will help in ensuring compliance with security protocols. 
[bookmark: _Toc222327170]Justification for the recommendation 
Business needs 
The proposed cloud based ERP and CRM system can be justified as it will address business need of managing stock discrepancy, by providing real time inventory visibility that minimise gap between online orders and availability at physical stores. Apart from this, unified CRM system will enhance customer experience by providing managerial staff access to past purchase history, along with minimising risk of security breach and ensuring compliance with GDPR and security protocols (Oladele, Ibiyemi, and Ayotide, 2024). 
Efficiency
The recommendation for new inventory system can be justified as it will enhance efficiency by increasing automation through elimination of manual spreadsheet and inventory tracking process. For example; AI based forecasting will increase inventory updates and save time incurred in manual process (Patil, 2024). In addition, new system will increase unified operations by increasing data centralisation across different functional departments, through which decision making will be enhanced. 
Cost
The cloud based ERP and CRM system will contribute to cost advantage by minimising IT cost as SaaS (cloud based model) does not require high maintenance cost on hardware. Whereas, elimination of understocking/stockouts and refunds will contribute to reduced financial bottlenecks. This justifies recommended solution as subscription model often requires low upfront cost with scalable fees. 
Scalability 
The proposed recommendation for inventory system can be justified as it will help Kalori Ltd in attaining business scalability as cloud based ERP system can align with distinct e-commerce channels, warehouse and stores layouts. Apart from this, cloud based ERP and CRM system provides opportunity to attain modular growth by integrating HR modules and data analysis (Rahman, Zamil, and Hoque, 2025). This indicate that Kalori Ltd can successfully transform towards customer based proactive model. 
[bookmark: _Toc222327171]Potential improvements through cloud based ERP system 
The proposed cloud based ERP and CRM system will improve operations, decision making and data management by focusing on accurate forecasting through predictive analytics, complying with necessary laws and enhancing order fulfilment and inventory process. This can be elaborated as, new information system will improve operations by creating omnichannel experience through buy online and pick up in-store initiative, which shapes operational agility (Rai, 2025). Along with this, order fulfilment will be enhanced as cloud based system will help store managers to track real time stock level, such that overstock and understock situation can be reduced. For example; barcode scanning will minimise human error along with streamlining inventory process. Further, information system will minimise discrepancy in stocks through which refund rates will be minimised. 
On the other hand, new system will improve data management by providing access to consolidated data that helps in creating personalised marketing campaign, along with developing unified and central database through which employees can address customer query by resolving complaints effectively. In addition, cloud based system will offer access control to authorised personnel through which compliance with GDPR will be ensured (Veeravalli, 2024). Other than this, new system will improve decision making process by offering data visibility in real time that showcase dashboards of sales and reduces reliance on manual spreadsheet. This can be elaborated as, cloud based CRM and ERP system will analyse future demand, through which inventory replenishment can be improved and cost burden can be minimised. Overall, new system will help leaders in strategic planning as data insights will help in making decisions regarding marketing, inventory and expansion that improves business profitability. 
[bookmark: _Toc222327172]4. Implementation Plan 
[bookmark: _Toc222327173]Steps for implementing the new system – cloud based ERP and CRM system
	Phases
	 Description
	Time period

	Phase 1 – Initial planning
	Initially, cross functional team will be formed, along with setting clear objectives based on enhancing order accuracy and complying with required laws. Further, manual workflow and customer data will be scrutinised for assessing bottlenecks. At this stage, ERP system will be selected to offer compliance, CRM and inventory tracking features (Kowsar, and Rahman, 2022). 
	4 weeks

	Phase 2 – System configuration
	Further, emphasis will be laid on data cleansing and system configuration, under which cloud based ERP system will be configured to align with retail process of company and ensure data centralisation. In addition, data security will be ensured through access controls. 
	5 weeks

	Phase 3 – Integration within existing  infrastructure  
	At this phase, emphasis will be laid on utilising API integration for connecting cloud based ERP with e-commerce site of Karoli. Further, POS system will be integrated for accessing inventory updates in real time. In addition, data synchronisation will be ensured by aligning stock availability (across physical stores) with online orders (Mattegunta, 2025).
	3 weeks 

	Phase 4 –  Ongoing training initiatives
	After integration of new system, focus will be laid on selecting staffing personnel that require training based on CRM module, inventory module and data analytics. Further, role scenario will be used to enhance employee confidence and provide job aids.
	4 weeks

	Phase 5 – System testing and live launch
	At this phase, focus will be laid on testing new system to assess errors, along with verifying accuracy by combining new and old cloud based system (Shahid, Alam, and Su’ud, 2023). This will be followed by phased rollout, under this information system will be initially launched at few stores. 
	5 weeks

	Phase 6 – Continuous monitoring and support 
	Lastly, focus will be laid on ongoing support and monitoring, under which help desk will be created for addressing employees queries, along with tracking discrepancies in inventory to monitor performance. 
	8 weeks



[bookmark: _Toc222327174]Consideration of training, integration with existing infrastructure, and potential challenges  
The above based implementation plan for new system, considers training requirement and integration within existing infrastructure, as failure to provide adequate training can lead to failure  in system configuration (Kowsar, and Rahman, 2022). For example; plan consider training requirement for staff in the form of simulation training, blended approach for learning and role based training. Along with this, it also focuses on integration within existing structure by using API (as it is cloud native), POS integration and consolidating legacy data into unified CRM system. Other than this, plan may encounter potential challenges regarding data inaccuracy, system downtime, scope creep, non-compliance to GDPR and resistance to change. However, for managing this, focus will be laid on forming contingency plan, integrating access control to secure data accessibility and communicating ‘why’ associated with change, such that manual challenge can be minimised (Sanjida Akrer, Md Imran, and Md, 2024). Further, stock discrepancy will be addressed by carrying out inventory count and scope creep will be addressed by focusing on MVP requirements and abiding by stated scope of project. 
Overall, it can be ascertained that by focusing on phased and structured approach, Kalori Ltd can integrate new information system (cloud based ERP and CRM system) and overcome operational bottlenecks associated with inefficient and outdated information system. 
[bookmark: _Toc222327175]5. CONCLUSION 
This particular report can be concluded as it focused on business case of Kalori Ltd that faced issue regarding outdated and inefficient information system. Under this, key challenge comprised of fragmented data, lack of cross department integration, non-compliance with GDPR and manual data entry. Further, evaluation of existing information system highlighted inefficiencies in the form of deviation between in-shelf inventory and stock availability and this led to recommendation of new system based on cloud based ERP and CRM system that satisfies business needs of enhancing inventory visibility. Along with this, report emphasised on potential improvement led by new system in the form of improved operations, data management and decision making. Lastly, implementation plan was presented based on phased rollout, under which six phases were included, whereas training, integration within existing infrastructure and potential challenges were considered to ensure successful implementation of new system 
Expected benefits
The new information system (cloud based ERP and CRM system) is expected to enhance order fulfilment by automating replenishment, optimising stock level and managing discrepancy through increased inventory visibility in real time (Aggarwal, and Aggarwal, 2023). Apart from this, new system will enhance CRM by curating targeted interaction that promote customer loyalty, along with centralising customer data to manage purchase history and support their queries. Overall, benefits can be scrutinised in the form of accurate forecasting, scaling and complying with security frameworks.                       
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