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1. Introduction
Information systems (IS) are essential to modern organisations because they combine people, technology, data and processes to collect, process, store and distribute information for operational and managerial purposes. Laudon and Laudon (2021) explain that IS support coordination, control and decision-making, while Stair and Reynolds (2020) argue that system value depends on how effectively information is captured, shared and applied across the organisation. This is especially important in retail, where inventory, customer data, finance and reporting must work together quickly if managers are to respond effectively to market demand. For a growing retailer, weak information systems do not remain a technical problem; they become a direct constraint on service quality, efficiency and future expansion. This is clearly the situation facing Kalori Ltd.
Kalori Ltd. is a consumer electronics retailer operating through 30 physical stores and an e-commerce platform. Although sales have increased significantly, the company’s systems have not developed at the same pace. The business case identifies five connected problems: manual inventory tracking, fragmented customer relationship management, slow spreadsheet-based reporting, weak data protection controls and poor integration across departments. These weaknesses are interdependent. Inaccurate stock records lead to cancelled online orders and refunds; fragmented customer data weakens marketing and support; delayed reporting slows decision-making; and poor access controls create compliance risks under the UK GDPR and the Data Protection Act 2018 (ICO, 2023a; ICO, 2023b). This indicates that Kalori Ltd.’s operational difficulties are symptoms of a wider systems failure rather than isolated issues.
This report evaluates Kalori Ltd.’s current systems, compares alternative information system options and recommends an integrated cloud-based solution built around Enterprise Resource Planning (ERP), Customer Relationship Management (CRM) and Business Intelligence (BI). The report uses the DeLone and McLean IS Success Model and socio-technical systems theory to show why integrated systems create greater organisational value. It argues that an integrated solution is the most suitable option for Kalori Ltd. because it addresses operational inefficiency, customer data fragmentation, reporting delays and compliance weaknesses together rather than separately.

2. Evaluation of Existing Systems
Table 1: Summary of current systems and operational weaknesses
	Current area
	Current approach
	Main weakness
	Business impact

	Inventory management
	Manual tracking and spreadsheets
	No real-time stock visibility
	Stock discrepancies, refunds, cancellations

	Customer data
	Separate sales, e-commerce and support records
	No unified customer view
	Weak targeting and slower complaint handling

	Management reporting
	Manual spreadsheet compilation
	Delayed and error-prone reports
	Slow decisions and weak forecasting

	Security controls
	Limited access control and auditability
	Higher data protection risk
	Potential non-compliance and reputational damage

	Departmental systems
	Separate tools for sales, finance and inventory
	Poor integration and duplicate work
	Delays, inefficiency and more errors


Kalori Ltd.’s current systems are fragmented and unsuitable for a modern multichannel retail business. Instead of using one integrated platform, the company relies on spreadsheets, stand-alone software and manual data transfer between departments. This can be evaluated using the DeLone and McLean IS Success Model, which assesses systems through system quality, information quality, user satisfaction and net benefits (Jeyaraj, 2020). Applied to Kalori Ltd., the current environment performs poorly because information is delayed, incomplete and inconsistent, while staff lack a shared organisational view. The weakness is therefore structural, because the existing systems fail to generate reliable information or coordinated action across the business.
The inventory system is one of the clearest examples of this problem. Manual stock tracking may appear low cost, but it is not suitable for a retailer serving both store and online demand. Modern inventory systems synchronise stock movements across channels in near real time. By contrast, Kalori Ltd.’s manual approach creates delays between physical sales and digital stock records, leading to discrepancies, overselling, cancelled orders and refunds. Research on omnichannel retail operations shows that mixed fulfilment across physical and online channels increases coordination complexity and therefore requires integrated inventory visibility (Yang, Li and Zhong, 2022). For Kalori Ltd., this means poor inventory control directly damages customer satisfaction, order fulfilment and revenue protection.
Customer relationship management is also weak because customer data is stored across separate systems used by e-commerce, sales and support teams. From a CRM perspective, this is a major limitation because CRM is intended to integrate customer information so that marketing, service and retention activities can be coordinated (Buttle and Maklan, 2019). Research shows that CRM system quality and information quality influence customer satisfaction and service effectiveness (Nilashi et al., 2023). In Kalori Ltd., fragmented records prevent staff from accessing a complete purchase history or complaint record. As a result, marketing cannot segment accurately, customer support cannot resolve complaints efficiently and the organisation cannot maintain consistent customer relationships across channels. This directly links the lack of CRM integration to weaker performance at Kalori Ltd.
The reporting process creates a further weakness. Managers rely on manually compiled spreadsheets, which are slow to produce and vulnerable to error. Sharda, Delen and Turban (2020) argue that decision support systems add value when they provide timely, accurate and relevant information. Research on dashboard visualisations similarly shows that clearer and more current data supports stronger managerial decisions (Hjelle et al., 2024). In contrast, Kalori Ltd.’s reporting is retrospective rather than real time. This means managers may act on outdated sales patterns instead of current trends, which weakens forecasting, replenishment and pricing decisions. For Kalori Ltd., this reduces strategic responsiveness in a fast-moving consumer electronics market.
Data protection and integration weaknesses make the current environment even more risky. The UK GDPR requires personal data to be processed lawfully, accurately and securely, while organisations must demonstrate accountability through appropriate technical and organisational measures (ICO, 2023a; ICO, 2023b). Kalori Ltd.’s weak access controls and disconnected systems increase the risk of unauthorised access, duplicated customer records and inconsistent data handling. Socio-technical systems theory helps explain this problem by showing that failures arise when technology, people and processes are poorly aligned. In Kalori Ltd., staff are required to move data manually between departments, which increases error rates and reduces auditability. Therefore, the company’s current systems fail not only in efficiency terms but also in legal, ethical and managerial terms.
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Table 2: Comparison of alternative system options
	Option
	Advantages
	Disadvantages
	Suitability

	Inventory system only
	Improves stock accuracy and fulfilment
	Does not solve CRM, reporting or integration gaps
	Low to moderate

	Best-of-breed separate systems
	Strong specialist features in each function
	High integration complexity and ongoing silo risk
	Moderate

	Integrated cloud ERP + CRM + BI
	Shared data, real-time visibility, stronger governance and scalability
	Higher implementation cost and change effort
	High


One option for Kalori Ltd. would be to replace only the inventory management system. This would probably reduce stock discrepancies by automating stock updates and improving visibility across stores and the website. However, this option would be too narrow because it addresses only one symptom of a wider systems problem. Customer data would remain fragmented, reporting would still rely on spreadsheets and departmental data transfer would continue. For Kalori Ltd., such an approach would provide limited operational improvement without solving the deeper issue of information fragmentation.
A second option would be to adopt separate best-of-breed systems for inventory, CRM and analytics. This may appear attractive because specialist applications can provide strong features within each area. However, it still depends on successful integration between multiple vendors, interfaces and databases. ERP implementation literature shows that post-implementation success depends heavily on integration, data consistency, process alignment and user adoption (Qachar and Nacer, 2023; Butarbutar et al., 2023). Where applications are loosely connected, organisations often continue to face interface problems, duplicated master data and inconsistent reporting. For Kalori Ltd., this means best-of-breed systems could reproduce the same silo problem in a more advanced but still fragmented form.
The strongest option for Kalori Ltd. is an integrated cloud-based ERP system with embedded or tightly connected CRM and BI functionality. ERP systems connect purchasing, inventory, finance, orders and reporting through a shared database and standardised workflows. When CRM and BI are added, the business gains stronger customer insight and better decision support as well as transactional efficiency. Compared with the first two options, this model provides a single source of truth, more consistent processes and stronger cross-functional visibility. It also aligns with socio-technical systems theory because it supports coordinated work across departments rather than automating isolated tasks. For Kalori Ltd., this integrated model offers the clearest route to operational control, customer responsiveness and scalable governance.
An integrated ERP, CRM and BI solution is therefore recommended because it directly addresses Kalori Ltd.’s main weaknesses. An ERP core would integrate inventory, purchasing, finance, sales and fulfilment through a shared data structure. A CRM layer would create a unified customer view, enabling staff to access purchase histories, returns, complaints and preferences in one place. A BI layer would provide dashboards and reports drawn from live operational data rather than manually compiled spreadsheets. This solution also reflects the role of different information systems: TPS record transactions, MIS produce routine reports, DSS and BI support analytical decisions, and ERP integrates these functions across the organisation (Magal and Word, 2012). For Kalori Ltd., the recommended system would therefore improve stock accuracy, customer service, reporting speed, compliance and long-term scalability in one integrated architecture.

4. Implementation Plan
Table 3: Phased implementation plan
	Phase
	Main activities
	Expected outcome
	Potential challenge

	1. Planning
	Requirements analysis, process mapping, vendor evaluation
	Clear system specification
	Incomplete requirements

	2. Preparation
	Data cleansing, redesign, configuration and integration
	Reliable data and tested workflows
	Poor legacy data quality

	3. Pilot
	Test selected stores and online channel
	Early issue detection before rollout
	User resistance

	4. Rollout
	Training, deployment and support
	Organisation-wide adoption
	Training inconsistency

	5. Review
	KPI monitoring and refinement
	Continuous improvement
	Weak follow-through


Implementation at Kalori Ltd. should take place in phases rather than through an immediate full replacement. The first phase should involve requirements analysis, process mapping and vendor evaluation. Kalori Ltd. should review how inventory, customer data, reporting and finance currently operate, identify duplication and define the exact processes the new system must support. This phase should also include a data protection review so that security roles, access controls and retention requirements are designed into the system from the start. For Kalori Ltd., this ensures that compliance is built into the solution rather than added later.
The second phase should focus on data cleansing, process redesign, configuration and integration with the e-commerce platform and point-of-sale environment. Legacy customer records, product codes and reporting categories should be standardised before migration begins because poor-quality data in an integrated system can spread errors across the business. A pilot should then be launched in selected stores and on the online channel so that stock synchronisation, customer visibility and dashboard accuracy can be tested before full rollout. ERP literature identifies careful planning, data preparation and phased deployment as critical success factors (Qachar and Nacer, 2023). For Kalori Ltd., this staged approach is more suitable than a sudden ‘big bang’ change because business continuity must be protected while the company continues to grow.
The final phase should involve staff training, full rollout and post-implementation review. Socio-technical systems theory is important here because successful systems depend on people and processes as much as technology. Store staff, managers, finance teams, marketers and support teams should all receive role-specific training on system use and revised workflows. After go-live, Kalori Ltd. should monitor indicators such as stock accuracy, order cancellation rates, refund volumes, reporting speed and complaint resolution time. This ensures that the new system is evaluated in terms of real business benefits for Kalori Ltd., not simply technical installation.

5. Conclusion
Kalori Ltd.’s operational difficulties arise from a fragmented information systems environment that no longer supports the scale and complexity of a multichannel retail business. Manual inventory tracking causes stock discrepancies and failed orders, fragmented customer records weaken marketing and service, spreadsheet-based reporting delays decisions, and weak access controls create compliance and ethical risks. Using the DeLone and McLean model, Kalori Ltd.’s current environment can be judged weak in system quality, information quality and net benefits. Using socio-technical systems theory, the deeper problem is poor alignment between people, processes and technology. These issues show that Kalori Ltd. requires more than another isolated software tool.
After comparing the available options, an integrated cloud-based ERP, CRM and BI solution emerges as the strongest recommendation for Kalori Ltd. A stand-alone inventory upgrade would be too narrow, while separate best-of-breed tools would preserve integration risk. By contrast, an integrated enterprise system would improve stock visibility, unify customer information, strengthen reporting, enhance compliance controls and provide a scalable platform for future growth. For Kalori Ltd., the adoption of such a system would not only solve current operational problems but also create a stronger foundation for customer satisfaction, organisational efficiency and strategic expansion.
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