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Table 1      




1. Introduction
1.1 Overview of the business case
Kalori Ltd. is a rapidly expanding consumer electronics retailer operating 30 physical stores and a growing e-commerce channel. While the organisation has achieved strong sales growth, its operational backbone has not evolved at the same pace. Core business activities such as inventory control, customer relationship management, reporting and data protection are still supported by outdated, disconnected and largely manual systems.
As the company continues to expand, the weaknesses in its current information systems are increasingly visible to customers and staff. Online customers are frequently informed that products are unavailable after orders have been placed, store managers are unable to rely on stock reports, and senior management struggles to obtain reliable and timely information for strategic planning.
This report evaluates Kalori Ltd.’s existing systems and proposes a modern, integrated information system designed to improve business performance, support future growth and ensure compliance with data protection regulations.
1.2 Key challenges faced by the organisation
The case study highlights five major organisational challenges:
· Lack of real-time and accurate inventory visibility across physical stores and the e-commerce platform.
· Fragmented customer data that prevents effective customer relationship management and personalised marketing.
· Slow and unreliable reporting processes based on manual spreadsheets.
· Inadequate data security and governance controls, creating risk of non-compliance with GDPR.
· Poor integration between sales, finance and inventory systems, leading to duplicated work and frequent errors. (Gallino and Moreno, 2014).




2. Evaluation of Existing Systems
2.1 Current information systems in place
From the scenario, Kalori Ltd. appears to rely on several isolated operational tools:
· A manual or spreadsheet-based inventory tracking system at store level.
· Separate systems for online sales and in-store sales, with no shared stock database.
· Standalone customer records maintained by marketing, e-commerce and customer service teams.
· Spreadsheet-based reporting used by managers and executives.
· Independent financial and accounting software used by the finance department.
The overall system landscape is therefore decentralised and department-specific, with no central enterprise database or integrated platform.
2.2 Inefficiencies and gaps
The first major inefficiency is the absence of real-time inventory synchronisation. When stock levels are updated manually or periodically, availability information becomes unreliable. In omnichannel retailing environments this results in lost sales, unnecessary refunds and reduced customer trust (Gallino and Moreno, 2014).
A second critical gap is the lack of a single customer view. Customer data is fragmented across different systems and formats. This prevents Kalori Ltd. from understanding customer behaviour, lifetime value and purchase history. Effective CRM requires integrated customer data and structured processes across marketing, sales and service functions (Payne and Frow, 2005).
Thirdly, the organisation lacks a structured business intelligence environment. Spreadsheet-based reporting limits data consistency, introduces human error and significantly delays access to information. Eckerson (2010) notes that organisations relying on manual reporting tools struggle to move from descriptive reporting to predictive and performance-driven analytics.
A further weakness is the absence of formal data governance and security controls. Without role-based access management, audit trails and data classification mechanisms, Kalori Ltd. is exposed to unauthorised access and regulatory penalties. Strong data governance structures are essential for protecting data assets and supporting compliance requirements (Khatri and Brown, 2010).
Finally, operational silos created by disconnected systems reduce staff productivity and increase reconciliation problems between departments. Davenport (1998) highlights that fragmented information systems are a major barrier to process integration and organisational efficiency.
3. Recommended Solution
3.1 Proposed system
This report recommends that Kalori Ltd. adopts a cloud-based integrated enterprise system combining:
· Enterprise Resource Planning (ERP)
· Customer Relationship Management (CRM)
· Inventory and order management
· Financial management
· Embedded business intelligence
A suitable platform for Kalori Ltd. is Oracle NetSuite, a cloud-native ERP and CRM solution designed for mid-sized and growing organisations.
The platform provides a unified database and modular architecture covering finance, supply chain, inventory, customer management and reporting within a single environment.
3.2 Justification of the recommendation
Business alignment
Kalori Ltd.’s business model relies on synchronised operations between physical stores and digital channels. An integrated ERP and CRM platform supports standardised processes for ordering, inventory management, fulfilment and customer engagement. Enterprise systems are specifically designed to integrate core organisational processes rather than supporting isolated departmental functions (Davenport, 1998).
Efficiency
Process automation within ERP systems reduces manual data entry and eliminates duplicate record keeping. Automated stock updates, purchase orders and invoicing significantly reduce processing time and operational errors. Studies demonstrate that integrated enterprise systems improve process cycle times and data accuracy across operational functions (Davenport, 1998).
Cost considerations
A cloud-based subscription model eliminates the need for large capital investment in servers and infrastructure. Operational expenditure is predictable and scalable, allowing Kalori Ltd. to align IT costs with business growth. Cloud computing models have been shown to reduce entry barriers and infrastructure management costs for growing organisations (Armbrust et al., 2010).
Scalability
As Kalori Ltd. continues to expand its store network and online operations, the platform can support increased transaction volumes and additional users without significant system redesign. This flexibility is essential for retail organisations experiencing rapid growth.
Compliance and security
Modern enterprise cloud platforms support identity management, data encryption, access logging and data retention controls. These features directly support regulatory requirements related to personal data processing (Voigt and von dem Bussche, 2017).
3.3 How the proposed system improves business performance
Inventory and order management
The recommended system provides a single real-time inventory repository accessible by stores, the e-commerce platform and head office. Stock movements are automatically recorded at the point of sale and during order fulfilment. This reduces discrepancies and enables accurate availability checks before online orders are confirmed.
Improved inventory visibility also enables demand forecasting and automated replenishment planning. Gallino and Moreno (2014) demonstrate that real-time inventory integration significantly improves service levels and reduces lost sales in multi-channel retail environments.
Customer relationship management
The CRM component consolidates all customer interactions, purchases and service records into one central profile. This supports:
· personalised marketing campaigns,
· targeted promotions based on purchase history,
· faster and more accurate customer support.
Payne and Frow (2005) emphasise that successful CRM implementation depends on cross-functional data integration and customer-focused processes rather than isolated marketing tools.
Data management and governance
The platform introduces structured data models, validation rules and controlled access rights. Data governance policies can be implemented to define data ownership, data quality responsibilities and retention schedules. Khatri and Brown (2010) argue that formal data governance is essential for organisations seeking to protect information assets and enable analytics.
Business intelligence and decision-making
Built-in analytics and reporting tools enable management to monitor key performance indicators such as:
· sales by channel and store,
· product profitability,
· stock turnover rates,
· customer purchasing trends.
This allows Kalori Ltd. to move from reactive reporting to proactive and predictive decision-making. According to Eckerson (2010), business intelligence systems enable organisations to align operational activities with strategic objectives through performance measurement and monitoring.
Marketing effectiveness
Integrated CRM and analytics enable customer segmentation and campaign performance measurement. Digital marketing strategies are significantly more effective when supported by integrated data and analytics platforms (Chaffey and Ellis-Chadwick, 2019).
Data protection and compliance
The proposed system supports access control, user authentication, audit trails and data masking. These technical controls help demonstrate accountability and support compliance with data protection principles such as integrity, confidentiality and access limitation (Voigt and von dem Bussche, 2017).

4. Implementation Plan
4.1 Phase 1 – Business process review and requirements definition
The project should begin with structured workshops involving representatives from:
· retail operations,
· inventory and supply chain,
· finance,
· marketing and customer service,
· IT and compliance.
Current processes should be documented and redesigned where appropriate to ensure alignment with best practices supported by the new system.
4.2 Phase 2 – Data preparation and governance framework
Existing customer, product, inventory and financial data must be reviewed for:
· duplication,
· missing values,
· inconsistent formats.
A data governance framework should be established, defining data ownership and quality standards. Data governance improves both compliance and analytical reliability (Khatri and Brown, 2010).
4.3 Phase 3 – System configuration and integration
The ERP and CRM modules should be configured to reflect Kalori Ltd.’s operational structure, including store hierarchies, product categories and fulfilment processes.
Integration must be implemented between:
· point-of-sale systems in stores,
· the e-commerce platform,
· payment gateways and logistics partners.
Standard application programming interfaces should be used to ensure long-term maintainability.
4.4 Phase 4 – Training and change management
One of the most important aspects of implementing a new information system is ensuring that employees understand and adopt the system effectively. Even the most advanced technologies can fail if employees resist change or lack the necessary skills to use the new system properly. Therefore, Kalori Ltd. must implement a structured training and change management strategy to support staff throughout the transition.
The first step is to create awareness among employees about why the new system is being implemented. Management should clearly communicate the benefits of the new system, including improved efficiency, reduced manual work, better customer service, and more accurate reporting. When employees understand how the system will make their work easier and more efficient, they are more likely to support the transition.
Next, Kalori Ltd. should introduce role-based training programmes tailored to different departments. Employees in sales, inventory management, finance, marketing, and customer service will all interact with the new system in different ways. For example:
· Store staff will need training on real-time inventory updates and point-of-sale integration.
· Marketing teams will require training on CRM tools for customer segmentation and targeted campaigns.
· Finance teams will need instruction on financial reporting and automated accounting features.
· Customer service staff will learn how to access customer purchase history and resolve complaints efficiently.
Training should combine multiple methods, including instructor-led workshops, online training modules, and hands-on practical sessions using a test environment. This allows employees to become comfortable with the system before it goes live. Providing training manuals, quick-reference guides, and video tutorials will also support continuous learning. (Hiatt, 2006).
4.5 Phase 5 – Pilot deployment
Before implementing the new system across the entire organisation, Kalori Ltd. should conduct a pilot deployment. A pilot is a limited implementation of the system in a small number of stores or departments. This approach helps identify potential issues before the system is rolled out company wide.
The pilot phase should include a representative sample of the organisation, such as:
1. Two or three physical stores,
2. The online sales platform,
3. The finance department,
4. And the customer service team.
This allows the company to test the integration of all major business processes, including sales transactions, stock updates, order fulfilment, financial reporting, and customer support interactions.
During the pilot phase, several types of testing should be conducted. First, technical testing ensures that all software modules function correctly and communicate properly with existing systems such as point-of-sale terminals and the e-commerce platform. Integration testing is particularly important because the new system must connect with multiple technologies across the organisation.
Second, process testing evaluates whether the redesigned business processes work efficiently in real operational conditions. For example, when a customer places an order online, the system should automatically update inventory levels, generate a fulfilment request, and update financial records.
Third, user acceptance testing (UAT) should be performed by employees who will use the system in their daily work. These users verify that the system is easy to use, accurate, and capable of supporting their tasks. Any usability issues or technical problems identified during this stage should be addressed before the full rollout begins.
4.6 Phase 6 – Organisation-wide rollout and optimisation
Once the pilot phase has been successfully completed and any issues have been resolved, Kalori Ltd. can proceed with the full-scale rollout of the new system across the entire organisation.
The rollout should follow a phased approach rather than implementing the system in all stores simultaneously. For example, the company could introduce the system in groups of five to ten stores at a time. This gradual rollout allows the implementation team to provide adequate support and quickly resolve any issues that arise.
During the rollout, IT specialists and system consultants should provide on-site or remote support to assist employees with technical problems or operational questions. Helpdesk services and dedicated support teams will ensure that staff receive assistance quickly, minimising disruption to business operations.



4.7 Key implementation challenges and mitigation
	Risk
	Mitigation strategy

	Resistance from staff
	Early involvement, visible leadership support and practical training

	Data migration errors
	Parallel system runs and automated validation checks

	Temporary productivity decline
	Phased deployment and on-site support during rollout

	Integration complexity
	Use of standard connectors and experienced implementation partners
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5. Conclusion
Kalori Ltd.’s operational difficulties are not caused by market conditions, but by an information systems environment that is no longer suitable for a modern omnichannel retail organisation. Manual inventory tracking, fragmented customer data, spreadsheet-based reporting and weak data governance are restricting growth and damaging customer experience.
These challenges directly affect customer satisfaction, operational efficiency and management decision-making. Research shows that retailers operating across multiple channels require integrated information systems to maintain service quality and profitability
This report recommends the implementation of a cloud-based integrated ERP and CRM platform to unify operations, improve data accuracy and enable evidence-based decision-making. The proposed solution directly addresses inventory visibility, customer relationship management, reporting efficiency and data protection compliance.
Through structured implementation, strong data governance, Kalori Ltd. can establish a scalable digital foundation that supports future expansion, enhances customer satisfaction and significantly improves organisational performance.
Overall, effective training and change management will reduce resistance, improve system adoption, and ensure that Kalori Ltd. achieves the full benefits of its new information system.
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