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1. Introduction
1.1 Overview
Kalori Ltd. is currently in a stage that many growing retailers experience: rapid expansion without proportional development of internal systems. The company operates 30 physical stores and an e-commerce platform, and sales growth over the past year suggests strong demand and increasing brand recognition. However, behind this commercial success lies operational instability caused by outdated and fragmented information systems.
This situation is particularly risky in the retail industry. Retail businesses depend heavily on accurate inventory management, fast customer service, real-time sales visibility, and seamless integration between online and physical channels. When these systems are not aligned, growth can quickly turn into operational strain. As Laudon and Laudon (2022) argue, information systems are not just support mechanisms; they are central to organisational coordination, efficiency, and competitive advantage.
Large retailers such as Walmart and Amazon have demonstrated that integrated digital systems are fundamental for synchronising supply chains, forecasting demand, and delivering consistent customer experiences. While Kalori Ltd. operates on a smaller scale, the same principles apply. Growth without system integration creates risk rather than strength.
The purpose of this proposal is therefore to critically analyse Kalori Ltd.’s operational challenges and recommend a modern information system strategy that improves efficiency, supports decision-making, enhances customer experience, and ensures regulatory compliance.

1.2 Key Organisational Challenges
The business case reveals several interrelated challenges:
First, the company relies on manual inventory tracking. This leads to stock discrepancies between physical stores and the online platform. Customers can purchase items online that are not actually available, resulting in cancelled orders, refunds, and reputational damage.
Second, customer information is stored across multiple disconnected systems. Marketing teams cannot effectively segment customers, and customer service representatives struggle to access accurate purchase histories.
Third, decision-making processes are slow and inefficient. Reports are manually compiled through spreadsheets, increasing the likelihood of errors and limiting real-time insight.
Fourth, Kalori Ltd. is not fully compliant with GDPR requirements. Weak access controls and insufficient data governance increase the risk of data breaches and regulatory penalties.
Finally, departments operate in isolation. Sales, finance, and inventory teams use separate software systems that do not communicate, requiring manual data transfer.
Although these problems appear operational, they are fundamentally structural. They reveal a lack of enterprise-wide system integration.

2. Evaluation of Existing Systems
2.1 Transaction Processing Systems (TPS)
Kalori Ltd. appears to use basic Transaction Processing Systems to record in-store sales. TPS are designed to process routine transactions such as purchases, returns, and payments (O’Brien & Marakas, 2019). They are essential for operational continuity because they ensure speed and accuracy in daily activities.
However, TPS alone are insufficient for a growing organisation. They must feed data into higher-level systems such as Management Information Systems (MIS) and Enterprise Resource Planning (ERP) platforms. In Kalori’s case, TPS data does not seem to be integrated centrally in real time. This creates gaps between operational data and managerial oversight.
For example, when a product is sold in-store, that data should automatically update the central inventory system and the online platform. The fact that discrepancies occur suggests that this integration is either manual or delayed.
The weakness here is not that TPS exist, but that they operate independently rather than as part of a broader system architecture.

2.2 Management Information Systems (MIS) and Reporting Weaknesses
Management Information Systems transform operational data into structured reports for managers (Laudon & Laudon, 2022). At Kalori Ltd., this function appears to rely on manually compiled spreadsheets.
While spreadsheets are useful tools, they are not suitable as primary reporting systems for a company with 30 stores. Manual consolidation increases the risk of:
· Data duplication
· Formula errors
· Outdated reporting
· Lack of transparency
The delay in generating accurate reports reduces management’s ability to respond to trends. For instance, if a particular product category is underperforming in certain regions, managers may only detect this after significant time has passed.
This reactive decision-making approach reduces agility and competitive responsiveness.

2.3 Fragmented Customer Relationship Management
Customer data is currently stored across multiple systems, preventing a unified view of customer behaviour. Buttle and Maklan (2019) emphasise that effective CRM requires centralised data in order to create detailed customer profiles and support targeted marketing strategies.
Without integration, Kalori Ltd. faces several disadvantages:
· Inability to personalise promotions
· Limited understanding of repeat purchase patterns
· Slow complaint resolution
· Weak loyalty programme management
In competitive retail environments, customer experience is often the key differentiator. Fragmented CRM systems limit the company’s ability to compete on service quality.

2.4 Compliance and Data Governance Risks
GDPR requires organisations to implement appropriate technical and organisational measures to protect personal data (Voigt & Von dem Bussche, 2017). Kalori Ltd.’s weak access controls create potential legal and financial risks.
Data breaches can lead to:
· Regulatory fines
· Reputational damage
· Loss of customer trust
· Operational disruption
Cybersecurity is not only a technical issue but also a strategic one. In the digital retail environment, customers expect secure handling of their personal information.

2.5 Overall Systemic Weakness
The central problem at Kalori Ltd. is fragmentation. Systems operate in silos, data flows manually between departments, and real-time visibility is limited.
Kumar and Van Hillegersberg (2000) argue that organisations relying on disconnected legacy systems struggle to scale effectively. As companies grow, integration becomes increasingly important. Kalori Ltd. has reached a stage where informal coordination is no longer sufficient.
Without intervention, operational inefficiencies will likely intensify as the company expands further.
3. Recommended Information System Strategy
3.1 Proposed Solution: Integrated Cloud-Based ERP with Embedded CRM and Business Intelligence
Based on the analysis in Part 1, the most appropriate solution for Kalori Ltd. is the implementation of a cloud-based Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM) and Business Intelligence (BI) capabilities.
ERP systems integrate core organisational functions into a single unified platform and database. This includes inventory management, finance, procurement, sales, human resources, and reporting functions (Laudon & Laudon, 2022). Instead of departments operating independently, an ERP system allows data to flow automatically across the organisation in real time.
For a retailer of Kalori Ltd.’s size, appropriate ERP providers include:
· SAP
· Oracle
· Microsoft
These vendors offer scalable cloud-based solutions suitable for mid-sized retail organisations.
The recommendation is not simply to “buy software,” but to implement an integrated digital infrastructure that transforms how the organisation operates.

3.2 Why ERP Is the Most Suitable Core System
It is important to explain why ERP is more appropriate than implementing isolated upgrades to individual systems.
Kalori Ltd.’s problems are interconnected. Inventory discrepancies affect customer satisfaction. Poor CRM integration affects marketing effectiveness. Manual reporting affects strategic planning. These are not separate technical issues; they are symptoms of a fragmented system.
ERP addresses the root cause: lack of integration.
By centralising all operational data into one shared database, ERP eliminates duplication and reduces manual data transfer. When a product is sold in-store, inventory automatically updates across the entire network, including the online platform. When a refund is processed, financial records update simultaneously.
Retail leaders such as Walmart have demonstrated how integrated supply chain and inventory systems reduce operational costs and improve stock accuracy (Traub, 2019). Although Kalori Ltd. is smaller, the same principle applies: real-time visibility improves control.
From a strategic perspective, ERP supports long-term scalability. As Kalori expands beyond 30 stores, manual coordination becomes increasingly unsustainable. ERP provides a structured framework for growth.

4. Functional Improvements and Organisational Benefits
4.1 Inventory Management Transformation
Currently, manual inventory tracking creates stock discrepancies. An ERP system would introduce:
· Real-time stock updates
· Automated reorder triggers
· Central warehouse visibility
· Demand forecasting analytics
These improvements reduce both stockouts and overstocking. Overstocking ties up capital in unsold goods, while stockouts reduce sales and damage customer trust.
Real-time data enables more accurate forecasting. Instead of relying on historical spreadsheets, managers can analyse seasonal trends, regional performance, and product lifecycle stages. This shifts decision-making from reactive to proactive.

4.2 CRM Integration and Customer Experience
A fully integrated CRM module would centralise customer data. Every purchase, return, and support interaction would contribute to a unified customer profile.
This allows Kalori Ltd. to:
· Personalise promotional emails
· Introduce loyalty programmes
· Track repeat purchases
· Analyse customer lifetime value
Companies such as Salesforce have shown that structured CRM systems significantly improve customer retention and sales productivity (Buttle & Maklan, 2019).
More importantly, CRM integration strengthens customer trust. When customer service representatives can immediately access accurate purchase records, complaints are resolved faster and more professionally.
In a competitive electronics market, service quality can be a major differentiator.

4.3 Business Intelligence and Data-Driven Strategy
Currently, Kalori Ltd. relies on manual spreadsheets for reporting. This limits real-time visibility and increases the risk of errors.
A Business Intelligence module embedded within ERP would provide:
· Interactive dashboards
· Automated financial summaries
· Sales performance analytics
· Predictive forecasting tools
Data-driven companies such as Netflix use analytics to guide strategic decisions (Gomez-Uribe & Hunt, 2015). While Kalori is not a technology company, it can apply similar analytical principles to pricing, promotions, and inventory management.
Access to live dashboards allows managers to identify trends early. For example, if a particular smartphone model is underperforming in certain stores, targeted promotions can be introduced quickly.
This enhances organisational agility.

4.4 Data Protection and GDPR Compliance
One of the most serious risks currently facing Kalori Ltd. is weak data governance.
Under GDPR, organisations must implement appropriate technical measures to protect personal data (Voigt & Von dem Bussche, 2017). ERP systems typically include:
· Role-based access controls
· Multi-factor authentication
· Data encryption
· Audit trails
· Consent tracking mechanisms
These features reduce the risk of unauthorised access and demonstrate regulatory compliance.
Beyond legal compliance, strong cybersecurity builds customer confidence. In retail environments where online payments are processed daily, data protection is fundamental.

5. Cost Considerations and Return on Investment
ERP implementation is often criticised for high initial costs. These include:
· Software licensing
· Customisation
· Data migration
· Staff training
· Temporary productivity disruption
However, it is important to evaluate cost in relation to long-term benefits.
Operational efficiency gains include:
· Reduced manual labour
· Lower error rates
· Improved stock control
· Faster reporting
Financially, reduced stock discrepancies and improved forecasting can significantly decrease losses from overstocking and cancelled orders.
Cloud-based ERP solutions reduce infrastructure costs because hardware maintenance and system updates are managed by the vendor. Subscription-based pricing models allow costs to scale gradually with growth.
In the long term, ERP is not merely an expense but an investment in operational resilience.

6. Implementation Plan
ERP implementation must be structured carefully to avoid disruption.
Phase 1: Strategic Planning and System Audit
A comprehensive audit should identify current workflows, data sources, and integration requirements. Stakeholders from all departments must be involved to ensure that the new system addresses real operational needs.
Clear objectives should be defined, such as:
· Reducing stock discrepancies by a specific percentage
· Automating reporting
· Improving complaint resolution time

Phase 2: Vendor Selection and Customisation
Vendors such as SAP, Oracle, and Microsoft should be evaluated based on:
· Cost
· Scalability
· Cloud reliability
· Retail-specific functionality
The chosen system must then be customised to align with Kalori Ltd.’s operational structure.

Phase 3: Data Migration and System Testing
Data migration is one of the most critical stages. Legacy data must be cleaned, validated, and standardised before transfer.
Testing should be conducted through pilot implementation in selected stores before full rollout.

Phase 4: Training and Change Management
One of the most common reasons ERP projects fail is employee resistance (Kumar & Van Hillegersberg, 2000).
Employees may fear job displacement or struggle with new processes. Therefore, change management is essential.
Applying Lewin’s Change Model:
1. Unfreeze – Communicate the need for change clearly.
2. Change – Provide structured training and support.
3. Refreeze – Reinforce new processes and monitor adoption.
Training should be role-specific and practical.

Phase 5: Full Deployment and Continuous Evaluation
After successful pilot testing, the system can be rolled out gradually across all stores.
Post-implementation evaluation should measure performance against initial objectives.

7. Critical Reflection on Risks and Ethical Considerations
Although ERP offers significant advantages, risks must be acknowledged.
Implementation delays, budget overruns, or technical failures can occur if planning is inadequate.
There are also ethical considerations. Increased data collection raises concerns about privacy and algorithmic bias (O’Neil, 2016). Kalori Ltd. must ensure transparency in data usage and conduct regular system audits.
Over-automation may reduce human oversight. Technology should support decision-making, not replace managerial judgement entirely.
Leadership commitment is therefore essential.

8. Strategic Long-Term Impact
If implemented effectively, the proposed system will shift Kalori Ltd. from fragmented operations to integrated digital management.
Expected long-term benefits include:
· Improved customer loyalty
· Reduced operational waste
· Stronger compliance framework
· Enhanced strategic planning
· Greater scalability
Most importantly, the company will transition from reactive problem-solving to proactive, data-driven management.



9. Conclusion
Kalori Ltd.’s rapid growth has revealed significant weaknesses in its information systems infrastructure. Manual inventory tracking, fragmented CRM processes, inefficient reporting, and weak data governance are limiting operational efficiency and increasing risk.
This report has argued that implementing a cloud-based integrated ERP system with embedded CRM and Business Intelligence capabilities is the most suitable solution. Such a system addresses the root cause of fragmentation by centralising data and automating processes.
However, successful implementation depends not only on technology but also on leadership commitment, employee engagement, and structured change management.
By investing in modern information systems now, Kalori Ltd. can transform operational instability into strategic strength and position itself for sustainable growth in an increasingly digital retail environment.
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