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Proposal for Implementing an Integrated Information System at Maldiva Ltd.
[bookmark: _Toc235289942]1. Introduction
Maldiva Ltd., a fast-rising consumer electronics retailer, has over 30 physical outlets, with its rapidly growing online business. The business has been growing very rapidly over the last year, but information systems have not grown with the business. Businesses continue to use obsolete, disconnected systems, resulting in business inefficiency in managing inventory, customer service, making decisions, keeping regulations, and overall business. Therefore, the organisation needs a modern, integrated information system that can facilitate its future growth with an emphasis on improvements in operational efficiency and customer satisfaction (Laudon and Laudon, 2022).
This proposal aims to assess the existing information system of Maldiva Ltd with respect to the main challenges they face and then to come up with an adequate information system solution for them. The proposal builds on business requirements and is delivered as a cost-effective, scalable and sustainable solution before detailed planning and an implementation approach that supports successful organisational transformation.
[bookmark: _Toc235289943]2. Evaluation of Existing Information Systems
[bookmark: _Toc235289944]2.1 Manual Inventory Management System
A major drawback of Maldiva Ltd.'s operation is the manual tracking of its inventory. The information for the inventory on the computer system and in physical stores is not consistent; therefore, inventory visibility is not good. Customers often order online items that are no longer in stock, causing the orders to be cancelled and resulting in customer complaints and expensive refund processes. Concurrently, store operators have trouble balancing stocking levels and quantities, which adds to inventory holding expenses and decreases selling opportunities.
The purpose of inventory management systems is to offer the much-sought-after information that is accurate and real-time for stocks along the supply chain. Maldiva Ltd.'s current manual practices, however, delay information updates and make it more prone to human error. Organisations that are dependent on manual inventory systems tend to have less operational efficiency, customer satisfaction, and supply chain performance, as information is not shared promptly, as the businesses have different functions (Stair & Reynolds, 2020). Thus, the company's operational needs are no longer catered for by the current system.
[bookmark: _Toc235289945]2.2 Ineffective Customer Relationship Management
One drawback of the organisation is its Customer Relationship Management (CRM). Customer data resides in several independent databases, which are poorly able to communicate with each other. Customer data is stored in several siloed databases that are not well coordinated. This means staff are unable to retrieve full customer purchase records for other people to customise customer service or market to.
Marketing employees don't have the ability to segment customers based on purchasing patterns, and customer service representatives are often not knowledgeable enough about the situation to handle customer complaints successfully. This disorganised strategy damages relationships with customers and diminishes chances to retain customers. CRM systems are a modern tool that allows enterprises to collect their customers' data in a single location and offer personalised services and marketing plans based on these insights to boost customer loyalty (Buttle and Maklan, 2019). Maldiva Ltd. has tried to address this with its current methodology, though it is restrictive for both customer satisfaction and future income streams.
[bookmark: _Toc235289946]2.3 Poor Decision-Making and Reporting
Outdated reporting processes also hinder the management's decision-making process. Reports on sales are created manually, by filling out a spreadsheet and asking workers to gather data from various people and departments. This demands a lot of time and can result in calculation errors and inaccurate data.
Without real-time business intelligence, managers are making guesses on sales trends, predicted demands, and making decisions based on wrong information. Business Intelligence (BI) systems and Management Information Systems (MIS) support organisations to deliver timely reports, visualisations and analytical solutions, which accentuate the planning and operational decision-making process (Laudon and Laudon, 2022). The current reliance on manual reporting is thus leading to a slow response to business changes and inhibiting Maldiva Ltd. from remaining competitive in today's fast-paced consumer electronics industry.
[bookmark: _Toc235289947]2.4 Data Security and Departmental Integration
Maldiva Ltd. is also vulnerable to cybersecurity and regulatory risks due to the current information systems. Unsecure access controls make it easier to access customer details that are of interest to customers, posing the risk of possible non-compliance with the General Data Protection Regulation (GDPR). Non-compliance with data protection laws can lead to financial penalties, risk of reputational harm and loss of customer trust (European Union, 2018).
In addition, the sales, finance and inventory departments run the various software applications that don't automatically share information with each other. This manual effort not only consumes staff time but also increases the likelihood of human error, impacting productivity and quality. The absence of an integrated system creates obstacles to good collaboration, to timely business processes and restricts organisational scalability. It has become obvious from these weak areas that Maldiva Ltd. requires a comprehensive information system that can help the organisation grow and transform into a digital entity.
[bookmark: _Toc235289948]3. Recommended Information System Solution
Maldiva Ltd. can address the problems faced in operation by providing an integrated cloud-based Enterprise Resource Planning (ERP) system backed by Customer Relationship Management (CRM), Inventory Management System (IMS) and Business Intelligence (BI) capabilities. The integrated solution is meant to be used by all departments and provide access to a single, centralised data resource, promoting communication, efficiency and decision-making by organising. Cloud-based ERP systems may be well suited for growing organisations due to the flexibility, scalability, and reduced infrastructure expenses that it offers over traditional on-premise systems (Monk and Wagner, 2020).
[bookmark: _Toc235289949]3.1 Enterprise Resource Planning (ERP) System
The main information system upon which Maldiva Ltd.'s business will be based should be known as Enterprise Resource Planning (ERP). ERP connects key organisational processes, which include stock management, sales, funds administration, procurement and customer support, into its system. This integration helps to avoid data duplication and helps departments to share accurate information in real-time.
For instance, if a customer buys a product from the internet, the ERP can automatically update the inventory in the physical stores and on the e-commerce website. Employees also have the same data and thus can keep stock information in the same standard, and "no stock is out" is prevented, which leads to no discrepancies in stock. Financial departments are also equipped with up-to-date information about the sales, facilitating financial reporting and freeing up time for administration. ERP systems also foster organisational coordination and promote operational efficiency while creating a unified information environment within the organisation, making better decisions by integrating business processes (Laudon and Laudon, 2022).
[bookmark: _Toc235289950]3.2 Customer Relationship Management (CRM) System
Maldiva Ltd should also introduce an up-to-date Customer Relationship Management (CRM) system, which can be linked with the ERP system. A centralised CRM database will help bring together details from customers' online shopping, visiting brick-and-mortar stores, and the support they seek online from help-based centres.
Marketing departments can gain insights into customer purchasing patterns and tailor their promotions accordingly, leveraging customer preferences and purchase history. Customer service staff will be able to instantly view all details relating to a customer's purchase, which will result in a quicker resolution of complaints and a higher level of customer satisfaction. Furthermore, CRM systems can build customer loyalty by facilitating personalisation, targeted marketing, and long-term customer relationship management (Buttle and Maklan, 2019).
[bookmark: _Toc235289951]3.3 Inventory Management and Business Intelligence Systems
An Integrated Inventory Management System (IMS) will give real-time monitoring of the stock situation in all the warehouses, retail shops and e-commerce sites. Automated stock updates will lessen manual mistakes and allow managers to keep track of inventory transfers in real-time. The system can also send automatic reorder alerts when the inventory levels hit the defined minimums, which will prevent the inventory from getting low and also will not lead to a high inventory holding cost.
Maldiva Ltd. should start adopting Business Intelligence (BI) and Decision Support System (DSS) functionalities in addition to inventory management. BI systems convert data from organisations into meaningful reports, dashboards and visualisations that help enable strategic planning. Managers will have instant access to sales performance, customer trends, inventory turnover, and financial indicators that will allow more speedy and precise business decisions. Furthermore, Decision Support Systems provide an additional layer of support for forecasting by analysing past sales data and forecasting future demand, helping managers to make optimal buying decisions and manage inventories (Stair & Reynolds, 2020).
[bookmark: _Toc235289952]3.4 Data Security, GDPR Compliance and Ethical Considerations
Encompassing customer details and conforming to the General Data Protection Rule (GDPR), the proposed built-in information system ought to include sturdy cybersecurity controls. To minimise cybersecurity risks and unsupervised access to vital business information, multi-factor authentication, role-based access control, encryption, automated data backup and ongoing monitoring and security should be implemented (European Union, 2018).
From an ethical standpoint, Maldiva Ltd. should make sure that the collection of customer data is open, legal and for legitimate business purposes. Customers need to be clearly made aware of the ways in which their information is being kept and used, and in practice, they have control over the information. Good ethical governance ensures the organisation's reputation, customer confidence and helps to minimise the risk of regulatory sanctions.
[bookmark: _Toc235289953]4. Implementation Plan
The planned ‘EoU' approach for the integrated information system must be well-structured and phased to ensure that staff are familiar with and adjust to new technologies without disrupting their normal working day. A careful implementation process will help in user acceptance, minimise project risk, and maximise return on investment. The use of a phased implementation enables the organisation to track progress, uncover any potential problems at an early stage and enable corrective actions to be put in place prior to the system becoming fully operational, says Project Management Institute (2021).
[bookmark: _Toc235289954]4.1 Phase One: Planning and System Selection
The first step is defining the business requirements and setting the project goals, with the correct evaluation of the ERP solution that the business can use, which comes with CRM functionality and has an integrated Inventory Management System (IMS) and Business Intelligence (BI) functionality. A cross-functional project team including representatives from sales, finance, inventory, customer service, and IT must be involved in the planning process to ensure that the chosen system meets operational needs.
Costs, expected benefits, technical and long-term compatibility and scalability should be assessed through a detailed feasibility study before deciding to make a procurement. Project risks, implementation schedules and performance targets need to be finalised in this process phase.
[bookmark: _Toc235289955]4.2 Phase Two: Data Migration, Integration and Training
After the system is decided, the existing business data should be cleansed, validated, and transferred to the new integrated system. Cleaning duplicate and inaccurate data before migration will help to increase data quality and minimise problems in the future while in operation.
The ERP system should then be linked to all key business applications and the current e-commerce solution to make sure that information flows between all departments seamlessly. This seamlessness will help to save manual data transfer and support better communications between inventory, sales and finance departments.
An additional critical implementation activity is employee training. Pre-deployment training courses should be conducted before installing systems to give employees an overall picture of new business processes and system capabilities. Workshops need to be followed by online training modules and user manuals, and training should focus on giving confidence to employees to use the new technology. Ongoing support after implementation will ensure that further resistance to organisational change will be minimised and the systems will be successfully adopted (Monk and Wagner, 2020).
[bookmark: _Toc235289956]4.3 Phase Three: System Testing, Deployment and Evaluation
The integrated system needs to be thoroughly tested and validated before its adoption at a large scale across the entire organisation, using a pilot program or selected retail stores. Through pilot testing, this allows the organisation to identify technical problems, get a sense of how the system will perform and gain feedback from the employees before full release.
Post-testing, the system may be deployed to all places and operations gradually to ensure smoother operations. Continuous monitoring should be provided for implementation success to include inventories and stock accuracy, customer satisfaction, order fulfilment, and sales reporting. and system availability style control reasons, known as Key Performance Indicators (KPIs).
Some possible implementation issues are resistance from employees, short-term reductions in productivity, costs of implementation and difficulties of integration. To minimise these risks, effective change management, regular communication with stakeholders, and continuous employee training and executive support throughout the project lifecycle are essential.
[bookmark: _Toc235289957]5. Conclusion
The main operational issues encountered by Maldiva Ltd. include disjointed and outdated information systems that affect inventory management, customer relationship management, organisational decision-making, regulatory compliance, and intra-departmental coordination. The most suitable option to overcome such drawbacks is the proposed ERP-based integrated cloud solution integrated with CRM, Inventory and Business Intelligence capabilities. The suggested system can be helpful in order to improve the operational efficiency, can provide accurate real-time information, can enhance the GDPR compliance, can enhance the customer satisfaction and can support in making data-driven decisions. Maldiva Ltd. will build a scalable information system with careful planning, phased implementation, comprehensive employee training and through continuous performance evaluation to improve the performance of the organisation and to have the possibility of future business growth, which is vital for the long-term competitive advantage.
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