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[bookmark: _Toc237868867]1 INTRODUCTION  
MALDIVA Ltd, is an electronics retailer with thirty stores in United Kingdom and an                 e-commerce platform. Years ago, its sales increased allowing the company to expend. MALDIVA Ltd, is facing issues with their sales for many reasons due to an inefficiency of their Information System. They practise manual inventory, which generate sometimes a mismatch between real stock and online stock creating an inconvenience with customers’ orders.                                                                                                                                 Their customer relationship management information system is not unified and updated, that makes difficult customers tracking and management targeting for promotion and customers’ record. In addition, MALDIVA Ltd does not have Business Intelligence system for decision making and real-time sales and report analysis. They use spreadsheets which is not reliable and most of the time with errors and outdated data making forecasting inefficient.             The big challenge that MALDIVA Ltd is facing is the data protection and cybersecurity. They are struggling with the GDPR compliance because their actual data base meets a weakness in secure access, putting at risk customers data. The last MALDIVA Ltd challenge is the lack of interrelationship between department. Each department has its own software system, and these systems are not connected between them. Employees are required to manually transfer data between incompatible systems, increasing workload and the risk of errors.
Nowadays, electronics items are used everywhere, individually, in households or in organisations. Being an electronics retailer requires a great organisation and information systems to be efficient, productive, increase customers satisfaction and revenue.                 In this report, we will, first evaluate the MALDIVA Ltd information system, recommend the adoption of an integrated Enterprise Resource Planning and Customer Relationship Management solution to enhance operational efficiency, data control and security, and decision‑making. and propose an implementation plan.
[bookmark: _Toc237868868]2. EVALUATION OF MALDIVA Ltd INFORMATION SYSTEM 
[bookmark: _Toc237868869]2.1 Inventory Management
Maldiva Ltd uses manual inventory management to upload data and count the items in stock. According to Ashley Taylor (product manager in Cleverence), in her article for business, the most common manual inventory system problems are, first basic miscounting, second timing drift and third, documentation and label errors. Manual inventory does not give a real time information, most of the time there is a gap between physical stores and online platform stocks. Maldiva Ltd manual inventory management is inefficient and affect placing order for stocks fulfilment.
[bookmark: _Toc237868870] 2.2 Customer Relationship Management
Customer data is stored across multiple systems, including point‑of‑sale (POS) terminals, online order databases, and marketing tools. These systems work independently, and this create a lack of unified customer database, avoiding customer support team see purchase histories and deliver targeted services
[bookmark: _Toc237868871]2.3 Reporting and Decision‑Making
Sales reporting processes are manual and compiled on spreadsheets. This method is slow, require intensive work, and susceptible to errors. Data is often outdated by the time it reaches senior management, avoiding real‑time analysis and strategic response. Without real-time reporting tools or dashboards, forecasting becomes imprecise and decision‑making is based on incomplete or inaccurate information.
[bookmark: _Toc237868872]2.4 Data Protection and Security
Maldiva Ltd.’s existing systems do not meet modern data protection standards. Customer information is stored across multiple locations without adequate encryption or access controls. This increases the risk of unauthorised access and non‑compliance with GDPR. The absence of centralised data controlled complicates efforts to secure customer information and good compliance with GDPR.
[bookmark: _Toc237868873]2.5 System Integration
The organisation’s departments operate using separate software systems that do not communicate effectively. This lack of integration forces employees to manually transfer data between systems, increasing workload and error. The absence of a unified information infrastructure limits organisational productivity and prevents the development and a global view of business performance.
[bookmark: _Toc237868874]3. RECOMMENDED SOLUTION
Based on all these inefficiencies of Maldiva Ltd information system, it is very appropriate to recommend the adoption of an integrated Enterprise Resource Planning (ERP) system combined with a modern Customer Relationship Management (CRM) platform.” Enterprise Resource Planning–Customer Relationship Management integration refers to linking an ERP system with a CRM system. It keeps data about customers, products, pricing, orders, invoices, and service cases in sync across both platforms” (Lisa Schwarz, 2026). Together, these systems will provide efficient information infrastructure to dynamize Maldiva Ltd.’s operational challenges.
[bookmark: _Toc237868875]3.1 Proposed Systems
Enterprise Resource Planning System” is a business management software system that is designed to manage and streamline an organization’s functions, processes and workflows with automation and integration” (IBM, 2026) such as SAP Business One, or Microsoft Dynamics 365.
Customer Relationship Management System” refers to the combination of strategies and technologies businesses use to optimize customer engagement and make the best use of data. Overall, customer relationship management combines sales, marketing, and service under one system and/or strategy so that teams can align their efforts to meet their organization’s goals” (Coursera Staff, 2026) such as Salesforce, or HubSpot Customer Relationship Management
These systems may be built as a single integrated solution or built with different components in relation with the budget and organisational priorities.
[bookmark: _Toc237868876]3.2 Justification for the Recommendation
[bookmark: _Toc237868877]3.2.1 Efficiency and Automation
“Enterprise Resource Planning is networked software that handles the transactions and record-keeping of the essential functions of any business, such as sales, purchasing, accounting and human resources. Installing an ERP system is one of the boldest steps an organization can take to computerize its business activities because it replaces most separate applications and manual processes in one fell swoop” (Essex, D. 2024). Enterprise Resource Planning systems automate core business processes, including inventory management, financial reporting, and sales operations. Real‑time stock updates ensure that both physical stores and the online platform display real availability. Automated workflows reduce manual work and reduce error.
[bookmark: _Toc237868878]3.2.2 Scalability
Enterprise Resource Planning and Customer Relationship Management systems are designed to evolute with organisational growth. As Maldiva Ltd. expands its store and its presence online, the system can accommodate additional users, products, and data without significant restructuring.
[bookmark: _Toc237868879]3.2.3 Cost






2

Enterprise Resource Planning systems installation requires substantial investment, but on a long-term, it reduces operational costs by:
Minimising stock errors giving the correct quantity of items in stock and a clear visibility of items on the online platform.
Reducing manual work, automating routine and repetitive task simplifying work and increasing efficiency  
Improving forecasting by giving a real-time view of all the company operation in one dashboard 
Enhancing customer retention, giving good visibility into customer issues and preferences for strengthen loyalty.

[bookmark: _Toc237868880]3.2.4 Improved Data Management
Enterprise Resource Planning and Customer Relationship Management systems keep organisation data in one same platform reducing duplication and improving accessibility across departments, ensuring consistency. This permits real‑time reporting, enhances decision‑making, and allows comprehensive analysis of customer behaviour and sales trends offering a good marketing decision-making.
[bookmark: _Toc237868881]3.2.5 Enhanced Customer Experience
A unified Customer Relationship Management system allows personalised marketing, targeted promotions, and efficient complaint resolution. Customer support teams gain access to complete purchase histories, improving service quality and customer satisfaction. Customer Relationship Management data helps marketing managers target the appropriated audience, measure campaign performance and establish strategies based on customer habit.
[bookmark: _Toc237868882]3.2.6 GDPR Compliance and Security
Modern Enterprise Resource Planning and Customer Relationship Management systems incorporate advanced security features such as data encryption to avoid easy decodification of organisation information in the network, role-based access control to restrict system access to authorized users by grouping permissions into roles rather than assigning permissions individually. It also incorporates secure data storage which provides some backup security advantages because it is more difficult to access without proper authentication and Audits trails to trace accounting entries, trades, and funds. This process is essential for detecting discrepancies and fraudulent activities and complying with regulations.
These features respect GDPR compliance and reduce cybersecurity risks.
[bookmark: _Toc237868883]3.3 Operational Improvements
[bookmark: _Toc237868884]3.3.1 Inventory Management
Real‑time stock visibility across all stores and online platform: the thirty-two Maldiva Ltd stores get access to the same stock information, in as well as out,. automated stock supplies to control stocks levels, forecast orders and replenishment. It will help keep real and good inventory avoiding risks of low stocks.
[bookmark: _Toc237868885]3.3.2 Customer Relationship Management
Unified customer profiles combine insights from all touchpoints into a single profile, helping the business better understand, engage, and serve customers, based on every interaction that they have with the company, allowing to make personalize promotion. Customer Relationship Management faster problems resolution, it allows to identify, understand, and resolve problems effectively. Enhanced customer loyalty, offering to the company increased revenue, reduced costs, and brand advocacy.
[bookmark: _Toc237868886]3.3.3 Decision‑Making
Real‑time dashboards offer a range of advantages that help businesses improve efficiency, make better decisions, and gain a competitive edge (Raymond Ajax, Oluwaseyi Joseph, John Own, 2025). It allows real sales reports, helping organizations monitoring progress and make informed decisions. Using reports to understand trends, identify bottlenecks, evaluate performance, and forecast future revenue. A better forecasting will be used to predict what will happen in the coming days or months and based on that, different decisions related to production planning, prices, sale targets are made.
[bookmark: _Toc237868887]3.3.4 System Integration
Same data flow between departments to allow all organisation department to access at the same information on a unique platform. It reduces manual data entry, using integrated system automate data reporting in one place reducing manual work, errors and overtime, improve productivity and collaboration. Integrated system allows instantaneous access to organisation information in real time and reduces reaction time for productivity and decision making.
[bookmark: _Toc237868888]4. IMPLEMENTATION PLAN
“Information System implementation refers to the process of installing and configuring an Information System software within an organization. This process includes the integration of various business functions, such as finance, operations and human resources (HR), into a single system”. (Katherine Haan, 2024)
[bookmark: _Toc237868889]4.1 Implementation Steps 
Step 1: Assess Current Systems
The first step is to conduct a comprehensive analysis of the current systems and identify areas where improvements can be made. This assessment will understand the current state of the business operations and where there are inefficiencies or bottlenecks that can be sorted by the new Information System.
Step 2: Vendor Selection
Evaluate Enterprise Resource Planning and Customer Relationship Management vendors based on cost, scalability, integration capabilities, support services, and easy to be used.
Step 3: System Design and personalisation 
Configure the system, to align with Maldiva Ltd.’s workflows. Personalise modules such as inventory, sales, finance, and Customer Relation Management.
Step 4: Data Migration
Transfer data from existing systems into the new platform. This includes inventory records, customer data, sales history, and financial data. Data cleansing is essential to remove duplicates and errors.
Step 5: Integration with Existing Infrastructure
Connect the Enterprise Resource Planning and Customer Relationship Management systems with Point Of Sale (POS) terminals, e‑commerce platforms, and financial software.
Step 6: Staff Training
Provide comprehensive training for employees across all departments. Training should cover system navigation, data entry procedures, reporting tools, and security protocols.
Step 7: Testing and Quality Assurance
Conduct system testing to ensure functionality, accuracy, and performance. Address any issues before full deployment.
Step 8: Launching and Monitoring
Launch the system across all stores and online operations. Keep under permanent control performance during the initial weeks and provide ongoing support.
[bookmark: _Toc237868890]4.2 Implementation Gantt chart
 [image: ]Figure 1: Gantt chart
4.3 Potential Challenges and Mitigation Strategies
	POTENTIAL CHALLENGES 
	MITIGATION STRATEGIES

	Resistance to Change
	Provide training, support, and clear communication about benefits.

	Data Migration Issues
	Conduct thorough data cleansing and testing.

	Integration Complexity
	 Work with experienced vendors and IT specialists

	Cost Concerns
	Implement the system in phases to distribute costs over time.
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Maldiva Ltd.’s rapid expansion has shown significant weakness in its current information systems. Manual inventory work, ununified customer data, slow reporting processes, and poor system integration, all this has reduced its operational efficiency and customer satisfaction. Additionally, GDPR compliance risks enhance serious threats to organisational stability.
The implementation of an integrated Enterprise Resource Planning and Customer Relationship Management system will help sorting out these challenges by providing real‑time inventory visibility, unified customer data, automated reporting, and secure data management. These systems will streamline workflows, reduce errors, enhance customer experience, and support decision‑making. With a well-structured implementation plan and appropriate staff training, Maldiva Ltd. will start increasing its revenue and achieve stronger growth and competitive advantage.
[bookmark: _Toc237868892]6. RECOMMENDATION 
Before implementation of the new system, Maldiva Ltd may consider:
· The Technology Organisation and Environmental framework (TOE) specially the impact of the new technology on the competitiveness and the efficiency of the business activities, and the governmental regulation and industry trends. 
· The Technology Acceptance Model (Davis ,1989) which explain that the success of a new technology implementation depends on the level of which employees trust that the new technology can improve their performance and how easy it will be to be used. 
[bookmark: _Toc236609967][bookmark: _Toc236609992]. [image: ]    Figure 2: Technology acceptance model 
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