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1. Introduction & Overview of the business case/scenario.
Kalori Ltd. is a fast‑growing consumer electronics retailer with 30 stores and an expanding online platform. Although the business has achieved strong revenue growth, this expansion has exposed major weaknesses in its information systems, leading to operational delays, inefficiencies, and reduced customer satisfaction. The company still relies on manual processes and disconnected, outdated tools, particularly in inventory management, where spreadsheet‑based tracking causes errors, stock discrepancies, and poor visibility (Laudon and Laudon, 2022). Customer data is fragmented across the e‑commerce platform, POS systems, and service databases, preventing unified customer profiles and limiting personalised marketing (Payne and Frow, 2017). Decision making is also slow due to manually compiled, outdated sales reports, restricting the organisation’s ability to forecast and respond to trends (Turban, Pollard and Wood, 2021). Weak data governance and inconsistent storage practices further create GDPR compliance risks (ICO, 2023). In response, the CEO has commissioned an IT consultancy to recommend a modern, integrated information system to improve efficiency, streamline operations, and enhance customer satisfaction.

Key Challenges:
Kalori Ltd. faces several critical challenges that limit its efficiency and competitiveness. Its information systems are outdated and fragmented, leading to manual inventory processes that cause frequent errors and stock discrepancies. Customer data is scattered across multiple platforms, preventing a unified view of customer behaviour. Decision making is slow due to reliance on spreadsheets, while weak data governance increases GDPR non‑compliance risks. The lack of real‑time visibility across operations further restricts responsiveness, and these combined inefficiencies negatively affect customer satisfaction and overall performance.


2. Evaluation of Existing Systems
 Overview of Current Information Systems
Kalori Ltd.’s information systems consist of manual processes, spreadsheets, and disconnected software tools originally designed for a much smaller organisation. As the company has expanded, these systems have become increasingly inefficient and unable to support current operational demands.
Key components include:
· Manual inventory tracking using spreadsheets and paper logs
· Independent POS systems in each store
· An e‑commerce platform that does not integrate with store systems
· Customer service databases lacking purchase‑history links
· Marketing tools based on incomplete customer data
· Manual sales reporting compiled in Excel
These systems operate in isolation, requiring employees to manually transfer data between departments. This increases workload, delays decision‑making, and introduces frequent errors. O’Brien and Marakas (2020) note that fragmented systems significantly reduce organisational efficiency and increase operational risk issues clearly visible within Kalori Ltd.
Inefficiencies and Gaps in the Current Systems
 Inventory Management Inefficiencies
Manual inventory tracking is one of the organisation’s most critical weaknesses. Store managers update stock levels using spreadsheets or paper logs, resulting in:
· Frequent human error
· No real‑time visibility
· Stock discrepancies
· Poor replenishment decisions
· Regular overstocking or stockouts
Manual processes significantly increase the likelihood of inaccuracies and operational delays (Laudon and Laudon, 2022). These issues directly affect customer satisfaction, as customers may order items that appear available but are out of stock.
The absence of real‑time data also prevents effective stock planning. Overstocking ties up capital and increases storage costs, while understocking leads to missed sales opportunities. In a competitive retail environment, these inefficiencies reduce profitability and weaken the customer experience.
 Fragmented Customer Data and CRM Limitations
Customer data is stored across multiple unconnected systems, creating major challenges for marketing, customer service, and strategic decision‑making. Current issues include:
· Inability to segment customers effectively
· Customer service teams lacking access to purchase histories
· No unified customer profiles
· Duplicate or inconsistent customer records
Payne and Frow (2017) emphasise that integrated CRM systems are essential for delivering personalised and consistent customer experiences. Without a unified database, Kalori Ltd. cannot analyse customer behaviour, tailor marketing campaigns, or provide seamless support.
For example, customer service agents often cannot view purchase histories, delay issue resolution and reducing customer satisfaction. Similarly, marketing teams cannot deliver targeted promotions due to incomplete data. In today’s retail environment, customers expect personalised, omnichannel experiences something Kalori Ltd. cannot currently provide.

 Inefficient Decision‑Making Processes
Kalori Ltd. relies heavily on spreadsheets for sales reporting, which is slow, error‑prone, and unsuitable for real‑time decision‑making. Managers must manually compile data from different stores, resulting in outdated reports and limited analytical insight. This leads to:
· Delayed decisions
· Inaccurate forecasting
· Increased risk of human error
· Minimal analytical capability
Turban, Pollard and Wood (2021) highlight the importance of business intelligence (BI) tools for supporting data‑driven decision‑making. Without real‑time data, managers cannot identify trends, respond to market changes, or make informed decisions. This places Kalori Ltd. at a competitive disadvantage, as retailers with modern BI systems can react more quickly to customer demand.
For instance, if a product sells unusually well in certain regions, managers may not notice the trend until it is too late to redistribute stock. Similarly, declining sales in a product category may go undetected, preventing timely corrective action.
 GDPR Non‑Compliance and Data Security Weaknesses
The company’s current systems lack essential security features such as:
· Role‑based access control
· Data encryption
· Secure audit trails
· Centralised data governance
These weaknesses increase the risk of unauthorised access to customer data and expose the organisation to potential GDPR violations. The ICO (2023) stresses the need for strong data protection measures, yet Kalori Ltd.’s systems do not meet these requirements, creating legal and reputational risks.
For example, customer data stored in spreadsheets or unencrypted databases is vulnerable to misuse. Without secure audit trails, the organisation cannot track who accessed data or when, making it difficult to detect or respond to breaches. This poses serious risks to both customers and the business.
 Lack of Integration Across Departments
Departments across the organisation use separate systems that do not communicate with one another, resulting in:
· Manual data transfer
· Duplication of work
· Higher error rates
· Delays in order processing
· Poor interdepartmental communication
Stair and Reynolds (2020) emphasise that integrated enterprise systems improve efficiency and reduce duplication. Kalori Ltd.’s fragmented systems create operational silos that hinder collaboration and productivity.
For example, POS sales data does not automatically update inventory records, requiring manual entry and increasing the likelihood of errors. Customer service teams also lack access to up‑to‑date customer information, making it difficult to resolve issues quickly.
 Limited Scalability
As Kalori Ltd. continues to grow, its current systems are increasingly unable to support expanding operational demands. Manual processes and disconnected systems lack the scalability required for a larger organisation. Without modern, flexible information systems, the company risks:
· Operational bottlenecks
· Reduced customer satisfaction
· Falling behind technologically advanced competitors
O’Brien and Marakas (2020) argue that scalable information systems are essential for supporting organisational growth. Kalori Ltd.’s existing systems lack the flexibility needed to sustain future expansion.

3. Recommended Solution
Based on the evaluation of Kalori Ltd.’s existing systems, the organisation requires a modern, integrated, and scalable information system capable of supporting current operations and future growth. The recommended solution is a cloud‑based Enterprise Resource Planning (ERP) system with an integrated Customer Relationship Management (CRM) module. ERP systems consolidate core business functions—inventory, sales, finance, customer service, and marketing—into a single platform, significantly improving efficiency and data consistency (Stair and Reynolds, 2020).
Why an ERP–CRM System Is the Best Fit
 Solving Inventory Management Challenges
A modern ERP system provides real‑time visibility of stock levels across all 30 stores and the online platform. This reduces stock discrepancies, improves order fulfilment accuracy, and minimises customer complaints. Real‑time inventory tracking is a critical component of modern retail operations (Laudon and Laudon, 2022). Automated stock updates, barcode scanning, and replenishment alerts eliminate the manual errors associated with spreadsheet‑based processes.
For example, when a customer purchases an item online, the system automatically updates stock levels across all channels, preventing situations where items appear available but are out of stock.
 Creating a Unified Customer Experience
The CRM module consolidates customer data from all touchpoints, enabling personalised marketing, faster complaint resolution, and improved customer satisfaction. Payne and Frow (2017) emphasise that integrated CRM systems are essential for building long‑term customer relationships.
For instance, customer service agents can instantly view purchase histories, warranty details, and previous interactions, reduce response times and improve service quality. Marketing teams can also deliver targeted promotions based on customer behaviour and preferences.
 Enhancing Decision‑Making with Business Intelligence
ERP systems include built‑in business intelligence (BI) tools that provide real‑time dashboards, automated reports, and predictive analytics. These tools support data‑driven decision‑making, which is essential for competitiveness in the retail sector (Turban, Pollard and Wood, 2021). Managers can access up‑to‑date insights into sales trends, stock levels, and customer behaviour rather than relying on outdated spreadsheets.
For example, if a product sells well in certain regions, managers can quickly adjust stock distribution. If sales decline in a category, the system highlights the trend early, enabling proactive action.
Strengthening GDPR Compliance and Data Security
Modern ERP–CRM systems include robust security features such as role‑based access control, data encryption, and secure audit trails. These significantly reduce the risk of data breaches and support GDPR compliance. The ICO (2023) stresses the importance of secure systems and strong data governance.
For example, role‑based access ensures only authorised staff can view sensitive data, while audit trails track who accessed information and when critical for detecting and responding to security incidents.
 Eliminating Departmental Silos
ERP systems integrate all business functions into a single platform, eliminating manual data transfer and ensuring all departments work with consistent information. Integrated systems improve communication, reduce errors, and increase efficiency (O’Brien and Marakas, 2020).
For example, POS sales data automatically updates inventory and finance modules, while customer service teams gain access to real‑time customer information.
 Supporting Future Growth
Cloud‑based ERP systems offer flexible pricing, easy scalability, and automatic updates, ensuring the system remains capable of supporting long‑term strategic goals. Scalable information systems are essential for organisational growth and competitiveness (Stair and Reynolds, 2020).

4. Implementation Plan
Implementing a modern ERP–CRM system is a major organisational project. A structured, phased approach is essential to ensure the system is delivered on time, within budget, and with minimal disruption to operations. The following implementation plan is recommended for Kalori Ltd.
 Phase 1: Requirements Analysis
The first stage involves conducting a detailed requirements analysis by engaging stakeholders across all departments. This identifies current challenges, desired features, workflow needs, reporting requirements, and integration points. Turban, Pollard and Wood (2021) emphasise that early stakeholder involvement builds buy‑in and ensures the system aligns with organisational needs.
Workshops, interviews, and process‑mapping sessions will help ensure the final system supports both operational requirements and strategic goals.
 Phase 2: Vendor Selection
Once requirements are defined, Kalori Ltd. can evaluate potential ERP–CRM vendors. Key criteria include:
· Functionality
· Scalability
· Cost
· Ease of use
· Integration capability
· Security and GDPR compliance
· Vendor reputation and support
A scoring matrix can be used to compare vendors objectively. Demonstrations and trial periods allow employees to test the system before a final decision is made. Selecting the right vendor is critical for long‑term success (O’Brien and Marakas, 2020).
Phase 3: System Configuration
After selecting a vendor, the system must be configured to meet Kalori Ltd.’s needs. This includes setting user roles, designing workflows, customising dashboards, and configuring CRM fields. Laudon and Laudon (2022) recommend keeping customisation to a minimum to reduce complexity and simplify future maintenance.
Phase 4: Data Migration
Data migration is one of the most sensitive stages. Kalori Ltd.’s data is currently spread across spreadsheets, POS systems, and customer service databases. Migration involves cleaning data, standardising formats, mapping fields, and testing imports. Poor data migration can undermine the entire system, making this phase critical (Stair and Reynolds, 2020).
Phase 5: Integration with Existing Systems
Although the ERP–CRM system will replace many tools, some systems—such as the e‑commerce platform, POS systems, payment gateways, and supplier systems—must be integrated. Effective integration ensures seamless data flow across the organisation. Turban, Pollard and Wood (2021) highlight that integration is essential for achieving the full benefits of ERP.
Phase 6: Testing and Quality Assurance
Extensive testing is required before go‑live, including unit testing, system testing, integration testing, and user acceptance testing (UAT). UAT is particularly important as it allows employees to test the system in real‑world scenarios. Thorough testing helps identify and resolve issues before deployment (O’Brien and Marakas, 2020).
Phase 7: Training and Change Management
Training is essential for successful adoption. Training should be role‑specific, hands‑on, and supported by user guides and video tutorials. Change management is equally important, as employees may resist new systems. Payne and Frow (2017) emphasise that effective change management is crucial for successful implementation.
 Phase 8: Go‑Live (Phased Rollout)
A phased rollout is recommended to minimise disruption. For example:
· Phase 1: Inventory management
· Phase 2: CRM and customer service
· Phase 3: Finance and reporting
· Phase 4: Full integration with e‑commerce and POS
This approach allows issues to be identified and resolved early.
Phase 9: Post‑Implementation Support
After go‑live, ongoing support is essential. This includes helpdesk support, system monitoring, regular updates, and continuous improvement. Continuous improvement ensures the system remains aligned with organisational needs (Stair and Reynolds, 2020).

5. Conclusion
Kalori Ltd. is at a critical stage in its growth. Although the company has achieved strong commercial success, its outdated and fragmented information systems now create significant operational inefficiencies. Manual inventory processes, disconnected customer data, slow decision‑making, GDPR risks, and a lack of system integration all limit efficiency and undermine customer satisfaction.
Implementing a cloud‑based ERP system with an integrated CRM module will address these challenges by providing real‑time inventory visibility, improving customer experience, enabling data‑driven decision‑making, strengthening GDPR compliance, and unifying all departments. As Laudon and Laudon (2022) emphasise, modern information systems are essential for maintaining competitiveness in today’s digital economy.
With the right system and a well‑managed implementation plan, Kalori Ltd. can streamline operations, enhance customer satisfaction, and position itself for sustainable long‑term success in a highly competitive retail environment.
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