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1. Introduction
Kalori Ltd. is a fast-growing consumer electronics retailer that operates through 30 physical stores and an e-commerce platform. The business case indicates that sales growth has outpaced the company’s internal systems capability, creating operational strain in inventory control, customer service, reporting, and data protection. This pattern is common in scaling retailers, where legacy or manual systems may appear cost-effective at first but eventually limit responsiveness, accuracy, and control as transaction volumes increase. Information systems are therefore no longer back-office tools; they are central to operational execution, cross-functional coordination, and strategic decision-making (Laudon and Laudon, 2020).
The most immediate problem at Kalori Ltd. is inventory inaccuracy. Because stock is tracked manually, the business cannot maintain a reliable single view of availability across stores and the online channel. This creates a major omnichannel fulfilment failure: customers buy products online that are not actually available, while managers simultaneously struggle with overstock in some locations and shortages in others. The result is more refunds, weaker demand planning, and unnecessary working-capital pressure (Chopra, 2020).
A second challenge concerns customer relationship management. Customer data is dispersed across disconnected systems, so the company cannot build a complete view of purchase history, complaints, preferences, or marketing responses. As a result, the marketing team cannot segment effectively, and the support team cannot resolve issues quickly because relevant records are incomplete or inaccessible. Buttle and Maklan (2019) argue that CRM creates value only when customer information is consolidated and translated into coordinated processes across the customer lifecycle.
The case also highlights weak management information. Sales reports are compiled manually in spreadsheets, introducing delay and error into forecasting and performance review. Panko (1998) shows that spreadsheet-based processes are vulnerable to non-trivial errors, especially when used as an operational reporting backbone. Finally, Kalori Ltd. faces compliance and cybersecurity risks because it lacks robust access controls and does not fully meet GDPR expectations for secure processing (ICO, 2023). This proposal evaluates the current systems, identifies the main gaps, and recommends an integrated solution that improves efficiency, control, scalability, and customer satisfaction.
2. Evaluation of Existing Systems
Kalori Ltd.’s existing systems can be characterised as fragmented, manual, and functionally isolated. Although the company has separate tools for sales, finance, inventory, and customer records, these applications do not appear to share data in real time. This lack of integration produces operational silos, duplicated effort, and inconsistent information. Laudon and Laudon (2020) note that fragmented systems reduce organisational agility because employees spend time reconciling data instead of using information to improve performance.
The inventory process is the clearest weakness. Manual stock updates are too slow and error-prone for a retailer selling across stores and online. Because stock data is not synchronised instantly, the same item may appear available in one channel while already sold in another. This causes avoidable cancellations, customer complaints, and inefficient store operations. Chopra (2020) argues that effective supply chain performance depends on visibility, coordination, and timely information flows; without them, firms experience both lost sales and excess inventory costs. In Kalori Ltd.’s case, understocking reduces revenue and customer trust, while overstocking increases storage costs and markdown risk.
The CRM environment is similarly weak. Customer information is distributed across multiple platforms, making it difficult to identify customer value, track service history, or personalise communication. This undermines the company’s ability to compete through customer experience. Buttle and Maklan (2019) emphasise that CRM should integrate sales, marketing, and service data so organisations can move from transactional interactions to relationship management. At Kalori Ltd., disconnected records mean the business cannot reliably see what a customer bought, whether they complained before, or which offers are likely to be relevant.
Decision-making is also constrained by the company’s dependence on spreadsheet reporting. Spreadsheets are useful for analysis, but they are poorly suited to being the primary reporting backbone of a growing multi-channel retailer. Where data is exported manually, re-entered, and consolidated by staff, reporting cycles become slow and vulnerable to formula errors, version control problems, and inconsistent definitions of key metrics. Panko (1998) found that spreadsheet development commonly introduces errors, and this risk is magnified when spreadsheets are used for operational management. The consequence for Kalori Ltd. is not only slower reporting but weaker managerial judgement.
A further issue is compliance and information security. The case notes that Kalori Ltd. lacks secure access controls and is not fully compliant with GDPR. The ICO (2023) states that the UK GDPR security principle requires organisations to process personal data using appropriate technical and organisational measures. Kalori Ltd.’s fragmented environment makes this harder because access rights are likely inconsistent across systems, audit trails are incomplete, and data may be duplicated unnecessarily. Finally, sales, finance, and inventory teams are transferring data manually between systems, which creates delays and a high likelihood of error. Monk and Wagner (2013) argue that enterprise systems create value because they replace isolated applications with shared data and standardised processes. Kalori Ltd. has therefore outgrown its systems.
Table 1. Summary of current system gaps at Kalori Ltd.
	Area 
	        Current weakness
	Business consequence

	Inventory
	Manual updates and no real-time synchronisation between stores and online sales
	Stock discrepancies, cancelled orders, lost sales, and excess stockholding

	CRM
	Customer data spread across disconnected systems
	Weak personalisation, slow complaint handling, and poor retention insight

	Reporting
	Manual spreadsheet compilation
	Delayed decisions, formula errors, and inconsistent performance measures

	Security/compliance
	Limited access control and duplicated data
	Higher GDPR exposure and weaker auditability

	Integration
	Separate systems used by sales, finance, and inventory teams
	Manual re-keying, duplicated effort, and cross-functional inefficiency



3. Recommended Solution
The most appropriate recommendation for Kalori Ltd. is an integrated cloud-based enterprise system built around four connected components: an Enterprise Resource Planning (ERP) platform, a Customer Relationship Management (CRM) system, a Business Intelligence (BI) and reporting layer, and a security and data governance framework. This recommendation is suitable because the company’s problems are not isolated to one department; they stem from weak integration across operations, customer data, reporting, and control. A stand-alone stock package would not solve customer service, reporting, or compliance issues. The organisation therefore needs a coherent information systems architecture rather than another separate application.
The ERP platform should form the operational core of the new solution. ERP systems integrate key business functions such as inventory, purchasing, sales orders, and finance into a common database and standard workflow structure (Monk and Wagner, 2013). For Kalori Ltd., the biggest immediate gain would come from real-time inventory visibility across all stores and the e-commerce channel. Every sale, return, transfer, delivery, and adjustment should update central stock records immediately. This would enable accurate online availability, better replenishment decisions, and faster identification of slow-moving or overstocked items. Laudon and Laudon (2020) note that enterprise applications improve coordination because they create a unified source of data rather than multiple conflicting records.
A modern ERP also supports performance control beyond stock management. By linking sales transactions with purchasing and finance data, Kalori Ltd. would gain better control over margin, stock turn, shrinkage, and store-level performance. Managers would be able to compare branches using consistent data definitions rather than relying on manual spreadsheet compilation. From a cost perspective, ERP implementation is a significant investment, but the current cost of cancellations, stock imbalances, and labour-intensive reconciliation is also high. The recommendation is therefore justified not only on technical grounds but on business economics: fewer refunds, lower manual handling, better stock deployment, and improved service performance should create measurable value.
Alongside ERP, Kalori Ltd. should deploy a centralised CRM system integrated with e-commerce, customer support, and marketing tools. The purpose of CRM is not simply to store contacts; it is to create a complete, actionable view of each customer across acquisition, service, retention, and development stages (Buttle and Maklan, 2019). A central CRM would consolidate purchase history, contact details, complaint records, campaign responses, and service interactions. This would allow the marketing team to run targeted promotions based on behaviour and enable customer service agents to resolve complaints faster because they could see the full context of the customer relationship.
The recommendation is also justified in terms of scalability. Kalori Ltd. intends to expand further, so it needs systems that can support more stores, higher transaction volumes, and more complex fulfilment models. Cloud deployment is appropriate here. Marston et al. (2011) explain that cloud computing offers elasticity, easier scalability, and reduced infrastructure burden compared with purely on-premises environments. For Kalori Ltd., a cloud-based ERP and CRM architecture would reduce large hardware investment, support access across multiple sites, simplify updates, and improve resilience through managed backup and recovery. While cloud adoption introduces concerns such as vendor dependency, these are manageable through supplier due diligence and contractual controls.
To improve decision-making, the business should implement a BI layer connected directly to its core systems. Business intelligence tools transform operational data into dashboards, exception alerts, and analytical reports that managers can use for planning and control. Sharda, Delen and Turban (2018) argue that BI supports more effective managerial decision-making by enabling timely analysis and performance visibility. For Kalori Ltd., BI dashboards should cover stock availability, sell-through rates, returns, campaign performance, complaint patterns, gross margin, and store productivity. This would replace the current spreadsheet-heavy reporting model with automated, governed reporting.
The proposed solution must also include security and data governance by design. The new environment should implement role-based access control, multi-factor authentication for privileged users, encryption, retention rules, audit logs, and clear data ownership. The ICO (2023) makes clear that personal data security depends on both technical controls and organisational measures. A modern system can therefore reduce compliance exposure by limiting unnecessary duplication of customer data and making it easier to monitor who accessed records and why.
Overall, the recommended solution improves business performance in four ways. First, it increases operational efficiency by automating stock updates, reducing manual reconciliation, and integrating cross-functional processes. Second, it improves customer satisfaction by preventing false stock availability, enabling faster complaint resolution, and supporting more relevant marketing. Third, it strengthens managerial decision-making through real-time reporting and analytics. Fourth, it enhances control by embedding security, auditability, and standardised data management. The recommendation is aligned with Kalori Ltd.’s business needs, economically justified, and scalable enough to support future growth.

4.Implementation Plan
Implementation should follow a phased approach rather than a “big bang” replacement, because Kalori Ltd. must continue trading while systems are modernised. The first phase should be requirements definition and vendor selection. This involves mapping current processes, identifying pain points, defining future-state requirements, and evaluating vendors against functionality, integration capability, security, support, and total cost of ownership.
The second phase is process design, data preparation, and technical integration planning. Kalori Ltd. should review and standardise critical processes such as stock adjustments, order fulfilment, returns, customer complaint handling, and reporting definitions before configuration begins. This is essential because poor processes should not be automated unchanged. Data cleansing must also happen early, particularly for stock records, product data, supplier records, and customer files.
The third phase is configuration, testing, and pilot deployment. The chosen system should be configured to reflect Kalori Ltd.’s operating model, then subjected to integration, security, and user acceptance testing. A pilot should be run in a limited number of stores and the online channel before full rollout. This helps the business identify practical issues before scaling.
Training and change management are critical throughout implementation. Kotter (2012) argues that transformation fails when organisations underestimate the human side of change. Kalori Ltd. should therefore communicate why the new system is necessary, what benefits staff can expect, and how roles may change. Training should be role-specific, and super-users should be developed in each function to support adoption after go-live.
Potential challenges include employee resistance, temporary productivity dips, data migration errors, and integration complexity. These risks can be mitigated through phased rollout, realistic timelines, clear governance, and strong executive sponsorship. After implementation, Kalori Ltd. should monitor key performance indicators such as stock accuracy, order cancellation rates, complaint resolution time, reporting cycle time, and campaign conversion rates.
Table 2. Phased implementation plan
	Phase
	Main activities
	Expected outcome

	1. Requirements and vendor selection
	Process mapping, pain-point analysis, vendor evaluation, budget appraisal
	Clear system requirements and a suitable technology partner

	2. Process redesign and data preparation
	Standardise workflows, cleanse product/customer data, plan integrations
	Stronger data quality and reduced risk of replicating old errors

	3. Configuration and pilot
	System setup, testing, limited store pilot, refinement
	Validated processes before full rollout

	4. Training and rollout
	Role-based training, super-user support, phased deployment
	Higher adoption and lower disruption at go-live

	5. Post-implementation review
	Track KPIs, correct issues, optimise dashboards and controls
	Measured business benefits and continuous improvement



5.Conclusion
Kalori Ltd.’s operational difficulties are the result of systemic information weaknesses rather than isolated departmental problems. Manual inventory control, fragmented customer data, spreadsheet-based reporting, weak access control, and poor departmental integration are collectively constraining the company’s ability to scale. The evaluation shows that the current systems are misaligned with the demands of a growing omnichannel retailer because they do not provide real-time visibility, consistent data, or secure and integrated workflows.
The most appropriate response is the implementation of a cloud-based integrated information systems architecture centred on ERP, CRM, BI, and embedded security controls. This recommendation is justified because it addresses the root causes of poor performance: fragmented data, delayed reporting, weak customer insight, and limited control. If implemented through a phased plan supported by process redesign, training, and data governance, the new system should improve stock accuracy, reduce refund and fulfilment problems, strengthen customer relationships, accelerate decision-making, and reduce compliance risk. In strategic terms, the proposed solution would move Kalori Ltd. from reactive administration toward data-driven retail management, creating a stronger platform for profitable growth.
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