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[bookmark: _heading=h.bxwj6rd14ae5]1. Introduction 
[bookmark: _heading=h.pl1xw2kpsch3]1.1 Overview of the business case/scenario
Based on the case scenario, Kalori Ltd. is consumer electronics retailing company that has risen to fame in the shortest time possible, with the physical presence of 30 stores and an online business platform. The company has recorded a tremendous growth in sales over the last year and is considering more growth. Nonetheless, even with this expansion, the organisation is experiencing a number of operational issues caused by ineffective and obsolete information systems. As per the case study, most of the processes used in the company are either manual or not well integrated, and hence, its processes are less efficient in operations, which makes it hard to manage the business activities. The existing systems that address inventory management, customer data handling and sales reporting are disconnected systems which lack proper communication ability between themselves. This means that the employees consume much time in transferring and checking information manually. As such, Kalori Ltd. needs an up-to-date and integrated information system to help it enhance its efficiency in operations, data-driven decision making, and overall customer satisfaction.
[bookmark: _heading=h.z52owzcnxnov]1.2 Identification of key challenges faced by the organisation
Lack of an efficient information system is a contributing factor to a number of key operational challenges that Kalori Ltd is currently experiencing. As per the case study analysis, the primary concern is the manual inventory tracking system, which results in discrepancies in stocks of physical stores and the online platform. This normally translates to customers making orders on products that are not in stock, causing customer complaints, reducing and lack of customer confidence. The other issue revealed by the case study is the lack of customer relationship management because customer data is managed across various systems that are not connected. This complicates the marketing team's ability to make targeted promotions and the customer service team's ability to get purchase records in case of complaints. Besides this, inferring from the case study, the company takes a long time to make decisions as sales reports are manually made in spreadsheets, which can be prejudiced and contain outdated data. There are also threats to data protection in the organisation, since the existing system is not well secured and compliant with GDPR. Lastly, the fact that different departments are not integrated results in inefficiency and chances of operational mistakes. 
[bookmark: _heading=h.ar4r4nkb6h4r]2. Evaluation of Existing Systems 
[bookmark: _heading=h.7o24rjgya7c]2.1 Analysis of the current information systems in place
Kalori Ltd has a lot of outdated and interrelated systems, which decrease efficiency and slowness of everyday operations. As stated by Madamidola et al. (2024), the manual inventory management system is one of the major systems which ensures that the stocks are monitored in both the physical outlets and within the online platform. Such a system is susceptible to the problem of human errors and failure to update in real-time, which results in regular shortages of stocks and product shortages. In this context, Lijuan et al. (2023) have mentioned that manual inventory systems may adversely affect older delivery and customer satisfaction, especially in organisations that have high growth. Physical store inventory and online platforms are not fully integrated, which also contributes to this problem, as it is hard to control the level of stock. 
As per the case study, the CRM system of the company is also inefficient since customer information is divided into several platforms. Marketing departments have a hard time delivering personalised promotions, and customer care departments have a challenge with responding to complaints since there is no consolidated customer purchasing history. According to Dwivedi et al. (2024), an integrated CRM system enables an organisation to deliver superior customer service and targeted marketing in terms of enhancing customer loyalty and retention. These opportunities are not taken by Kalori Ltd. because their CRM system does not enable the in-depth analysis of customer preferences or purchase behaviour of individual customers. 
Apart from that, the case study stated that sales reporting is another significant problem which is created manually using spreadsheets. This system is not only time-consuming but also prone to errors, particularly with the number of sales that Kalori Ltd. is currently dealing with. On this point, Hosen et al. (2024) stated that manual reporting systems tend to give businesses trouble with obtaining real-time data, thus preventing them from making an informed decision in a timely manner. 
In the case of Kalori Ltd., it led to poor forecasting, lost revenue opportunities and slow decision-making. Moreover, the company is not well-adherent to data protection laws such as GDPR. As per the case study, the current system does not have secure access controls that can be used to prevent data breaches, as well as unauthorised access to the information of the customer.  In that case, not only do companies face an increased risk of cyber threats due to poor data security practices, but they also face the threat of legal penalties. This is a serious problem for Kalori Ltd., as the information they are working with is sensitive to customers. 
[bookmark: _heading=h.k45olqaoahbt]2.2 Identification of inefficiencies and gaps
Kalori Ltd. has several inefficiencies and gaps as a result of the old information system. 
Identification of inefficiencies and gap 1: 
The information systems alignment theory further implies that the digital systems should be integrated and efficient in supporting business processes in order to attain organisational performance (Laudon and Laudon, 2024). In order to begin with, the inventory system is quite prone to discrepancies when using manual systems, particularly between the physical outlets and the e-commerce platform. This translates to missed sales, delayed delivery of orders, and customers who are not satisfied. 
Identification of inefficiencies and gap 2: 
Rane et al. (2023) stated that the lack of cohesion in the CRM system complicates the ability to trace the customer, purchase history, and preferences; thus, the marketing and customer service processes will not be effective. The marketing team cannot carry out targeted campaigns, and the customer support team cannot manage to resolve complaints as they are incomplete. 
Identification of inefficiencies and gap 3:
The modern organisations are supported by real-time analytics and automated reports to make decisions more quickly and precisely (Behl et al., 2019). The use of manual sales reporting using spreadsheets creates errors and delays when making decisions. That way, it becomes difficult to access real-time data, predict trends, and react swiftly to market changes on the side of the management team. Moreover, the poor collaboration between sales, inventory and finance systems leads to operational bottlenecks, and it is more probable to be affected by errors in the entry of data. 
Identification of inefficiencies and gap 3:
The lack of strong data protection and adherence to GDPR puts Kalori Ltd. at risk in terms of legal liabilities and other possible cyber-attacks, which only fuels the operational inefficiency of the company. 
[bookmark: _heading=h.pdvmyxtfdk]3. Recommended Solution 
[bookmark: _heading=h.ljthuq4lpc1z]3.1 Propose a solution
The suggested solution for Kalori Ltd. is that the organisation can adopt an integrated Enterprise Resource Planning (ERP) solution, including Salesforce or Microsoft Dynamics 365, and a Customer Relationship Management (CRM) solution. This unified solution will put inventory management, customer data and sales reporting at the centre and offer real-time updates by removing data silos. Moreover, the use of Business Intelligence (BI) tools, such as the Power BI tool, will facilitate advanced analytics and reporting, which will enhance the making of decisions at the departmental level. 
[bookmark: _heading=h.a839xc27tflk]3.2 Justification for chosen solution
The suggested ERP system will solve the urgent operational integration that Kalori Ltd. requires in its inventory, sales, and finance departments. With the centralisation of these systems, the ERP will also have real-time stock updates to enhance precision in physical stores and the e-commerce platform. This will help minimise stock discrepancies and increase stock order fulfilment, which will directly resolve complaints by customers over out-of-stock products. Furthermore, Ileana et al. (2025) stated that a current CRM system helps to centralise the information about customers, which will allow running individual marketing campaigns and enhance customer service. Efficiency-wise, an ERP system simplifies operations by automating manual operations, e.g. inventory tracking and sales reports. In this context, Alis (2023) mentioned that this has eliminated human errors, lessened administrative overheads and sped up the decision-making process. As the case study stated that Kalori Ltd. keeps expanding, ERP and CRM solutions are scalable, and this fact means that the system will be able to accommodate more transactions, customers and data without incurring high incremental costs. Some cloud-based ERP systems, such as Microsoft Dynamics 365, have flexible pricing models, which will suit the budget and expansion plans of Kalori Ltd. Cost-wise, the initial cost can be very high, but the long-term payoff of cost reduction in operation, customer satisfaction, and enhanced decision-making will offer a good payoff in the form of ROI. The scalability of the system will be such that it will support further growth of Kalori Ltd., and thus it will be cost-effective.
[bookmark: _heading=h.yicjrp9p8s4v]3.3 Explanation of how the system will improve operations, data management, and  decision-making
Kowsar and Rahman (2022) stated that core business processes, including customer relationship management, order fulfilment, and inventory management, are enhanced through the integrated ERP and CRM system by automating and streamlining these core business processes. The stock levels in both physical and online stores will be precise, as real-time data updates will be provided to avoid stockouts and delivery delays. The centralised customer data also allows personalised marketing and quick and more efficient customer support (Rane et al., 2023). The system will also improve decision-making through the ability to give the management real-time analytics and data about the sales trends, inventory performance, and customer behaviour. The data-driven strategy will allow Kalori Ltd. to make more informed and timely decisions that will meet the business goals.

[bookmark: _heading=h.g3ni0yfaxlyd]4. Implementation Plan
[bookmark: _heading=h.amx75ccwb2xr]4.1 Steps for implementation
Needs Assessment and Planning: This is to analyse the existing procedures of Kalori Ltd., in detail, so that the requirements of what must be precise to the ERP, CRM, and BI systems are known.
Selection of the system: Select the appropriate ERP (e.g., SAP or Microsoft Dynamics 365), CRM (e.g., Salesforce) and BI (e.g., Power BI) systems, depending on the results of the needs analysis.
Customisation and Constitution: Customise the systems selected to suit the requirements of the business selected, which in this case is Kalori Ltd, to include inventory controls, customer and report formatting segmentation.
Movement of Data: Transfer the data of the previous systems (inventory, CRM, sales reports) to the new platform. Ensure that the information is correct and preserved in the process.
Integration: This is to incorporate the new systems into the current infrastructure of the company, whereby there is a free flow of information amongst the inventory, finance, sales and customer support systems.
Testing: Reflective to test the system thoroughly to ensure that the system is functional, accurate, and operates as per the expectation of the various departments.
Go Live: A new system is introduced, and its operation is controlled, and the emerging problems are solved.
[bookmark: _heading=h.mwul1fc9bh8l]4.2 Consideration of training, integration with existing infrastructure, and potential  challenges
Training: In order to ensure that they can adapt easily, Kalori Ltd. will need to make massive investments in training programs among all the employees. This will entail training the inventory management personnel, marketing personnel, and customer care software personnel, customarily, to get familiar with the new ERP, CRM, and BI software. Hands-on workshops and user manuals will be used to facilitate the transition process.
Interrelationship with the Current Infrastructure: The new systems will need to be linked to the current infrastructure that is in use at Kalori Ltd., such as the e-commerce system and accounting software. This includes technical tests and possible upgrades to allow effective movement of data within systems.
Challenges: Among the issues that would be key would-be resistance to change amongst the employees, the complexity of data migration and even compatibility of the system with the legacy infrastructure. Moreover, the implementation cost and time may be more than anticipated, and the delivery of a project will involve close project management to avoid derailing the project. The mentioned problems can only be effectively solved with the assistance of effective leadership, effective communication and a gradual implementation strategy.
[bookmark: _heading=h.63ld6c9wxijz]5. Conclusion 
As per the case study, the old information systems used in Kalori Ltd. have created operational difficulties because of unrelated, incompatible information systems, such as discrepancies in inventories, fragmentation of customer information, delayed decision-making, and security issues. The solution suggested is the proposal to introduce a combined ERP, CRM and BI system to facilitate the processes, focus the information and enhance efficiency. The major advantages are better inventory accuracy, personal marketing, quicker customer service, and decision-making based on data. The system will mechanise manual work, minimise errors, and increase scalability in terms of future development. Through solving these problems, Kalori Ltd. will experience enhanced operational efficiency, customer satisfaction and decision making, which will, in the long run, aid its growth.
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