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Introduction:
Information systems are essential for modern organisations as they support efficient business operations, improve communication, enhance customer service, and provide managers with accurate information for strategic decision-making. As businesses grow and expand across multiple sales channels, integrated information systems become increasingly important in ensuring that data is shared efficiently between departments. Organisations that continue to rely on outdated or disconnected systems often experience operational inefficiencies, increased costs, poor customer satisfaction, and reduced competitiveness.
Maldiva Ltd. is a rapidly growing consumer electronics retailer operating 30 physical stores alongside an expanding e-commerce platform. Although the company has experienced significant growth in sales, its current information systems have not developed at the same pace. The business continues to rely on manual inventory management, fragmented customer relationship management (CRM), spreadsheet-based reporting, and separate software systems that do not communicate effectively with one another. These limitations have resulted in inaccurate stock records, delayed order fulfilment, inefficient reporting, poor communication between departments, and increased risks relating to data security and GDPR compliance.
This report critically evaluates Maldiva Ltd.'s existing information systems and identifies the key operational challenges affecting business performance. It then recommends the implementation of an integrated cloud-based Enterprise Resource Planning (ERP) system supported by Customer Relationship Management (CRM) and Business Intelligence (BI) tools. Finally, the report outlines an implementation plan and explains how the proposed solution will improve operational efficiency, data management, customer satisfaction, and strategic decision-making while supporting the organisation's future growth.
Evaluation of Existing Systems:
Analysis of the Current Information Systems
Maldiva Ltd. currently relies on outdated and disconnected information systems that are unable to support its growing retail and e-commerce operations. The company uses manual inventory tracking, separate customer databases, spreadsheet-based reporting, and independent software across departments. These systems limit communication between business functions, reduce efficiency, and increase the likelihood of operational errors (Laudon and Laudon, 2024).
A major weakness is the manual inventory management system, which does not update stock levels in real time. This results in discrepancies between online and in-store inventory, causing cancelled orders, delayed deliveries, and dissatisfied customers. Managers also struggle to identify overstocked or understocked products, leading to unnecessary costs and poor inventory control (Stair and Reynolds, 2023).
The company's customer relationship management (CRM) system is fragmented, with customer information stored across multiple databases. This prevents employees from accessing complete customer records, making it difficult to resolve complaints efficiently or deliver personalised marketing campaigns. As a result, customer service quality and marketing effectiveness are reduced (Kotler and Keller, 2022).
Maldiva Ltd. also depends on manually prepared spreadsheets to produce sales reports. This process is time-consuming and prone to human error, meaning managers often make decisions using outdated information. Without real-time reporting, forecasting and strategic planning become less accurate, increasing the risk of missed business opportunities (Sharda, Delen and Turban, 2024).
In addition, the organisation does not fully comply with GDPR requirements because its systems lack sufficient security controls and access restrictions. This increases the risk of data breaches and potential legal penalties while damaging customer confidence (ICO, 2024).
Identification of Inefficiencies and Gaps
The current systems create several operational inefficiencies. Manual processes reduce productivity, disconnected systems lead to duplicate data and communication problems, and poor reporting limits effective decision-making. Weak integration between sales, finance, inventory, and customer service departments further reduces organisational efficiency.
Overall, Maldiva Ltd.'s existing information systems no longer support the company's growth. A modern integrated solution is required to improve operational efficiency, strengthen data management, enhance customer service, and provide accurate information for strategic decision-making.
Recommended Solution:
Proposal of a Suitable New Information System
To address the issues identified, Maldiva Ltd. should implement a cloud-based Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM) software and Business Intelligence (BI) tools. Solutions such as Microsoft Dynamics 365, Oracle NetSuite, or SAP Business One provide a single platform that connects inventory, sales, finance, customer service, and reporting.
An ERP system would replace the company's disconnected software by storing business information in one central database. Inventory levels would update automatically across both physical stores and the online platform, reducing stock discrepancies and improving order fulfilment. An integrated CRM system would centralise customer records, allowing employees to access purchase histories and improve customer service while enabling personalised marketing campaigns. Business Intelligence software would generate real-time dashboards and reports, replacing manual spreadsheets and providing managers with accurate information for decision-making (Laudon and Laudon, 2024).
Justification for the Recommendation
The recommended system directly supports Maldiva Ltd.'s business needs by improving efficiency, reducing operational costs, and supporting future growth. Automating routine processes will reduce manual data entry, minimise errors, and improve productivity across departments (Stair and Reynolds, 2023).
Although implementation requires an initial financial investment, the long-term benefits outweigh the costs. Improved inventory control will reduce stock losses, accurate forecasting will improve purchasing decisions, and better customer relationship management is likely to increase customer retention and sales. Cloud-based ERP systems are also highly scalable, allowing the organisation to expand without major infrastructure changes (Turban, Pollard and Wood, 2021).
The proposed solution also strengthens cybersecurity by providing role-based access controls, encrypted data storage, regular backups, and improved GDPR compliance, reducing the risk of data breaches and protecting customer information.
Expected Business Improvements
The integrated system will improve operations by automating inventory management, reducing manual administration, and enabling real-time communication between departments. Centralised data management will improve accuracy and eliminate duplicate records, providing employees with a single source of reliable information.
Decision-making will become faster and more effective through Business Intelligence dashboards that provide real-time insights into sales performance, inventory levels, customer behaviour, and financial results. Managers will be able to make evidence-based decisions, improve forecasting, and respond quickly to market changes.
Overall, the proposed ERP, CRM, and BI solution provides a practical and scalable approach that will improve operational efficiency, customer satisfaction, data security, and long-term business performance while supporting Maldiva Ltd.'s continued growth.


Implementation Plan:
The successful implementation of an integrated Enterprise Resource Planning (ERP), Customer Relationship Management (CRM), and Business Intelligence (BI) system requires a structured approach to minimise disruption and ensure the new system meets Maldiva Ltd.'s operational requirements. A phased implementation strategy is recommended, allowing the organisation to introduce the new system gradually while reducing operational risks.
The first stage involves planning and system selection. Senior management, IT consultants, and departmental representatives should work together to identify business requirements, establish project objectives, and select the most appropriate cloud-based ERP solution. During this phase, project timelines, budgets, and performance targets should be agreed to ensure the implementation remains on schedule and within budget (Laudon and Laudon, 2024).
The second stage is data preparation and migration. Existing customer records, inventory data, supplier information, and financial records should be reviewed to remove duplicate, incomplete, or inaccurate information before being transferred to the new system. Clean and accurate data is essential for ensuring the reliability of the ERP system and reducing future operational errors. Once the data has been validated, it can be securely migrated into the new integrated database.
The third stage focuses on system integration. The ERP system should be connected with the company's existing e-commerce platform, payment systems, finance software, and warehouse operations to enable real-time information sharing across departments. This integration will ensure that inventory levels, customer orders, and financial transactions are automatically updated, eliminating duplicate data entry and improving communication between business functions. Before full implementation, comprehensive testing should be completed to confirm that all processes operate correctly and that data is transferred accurately between systems.
Employee training is a critical part of the implementation process. As the new system will change the way employees perform their daily tasks, staff must receive appropriate training before the system goes live. Training should be tailored to individual departments so that employees understand how to use the functions relevant to their roles. Workshops, online training resources, user manuals, and ongoing technical support should also be provided to increase user confidence and encourage successful adoption of the new technology. Effective training reduces resistance to change and helps employees make full use of the system's capabilities (O'Brien and Marakas, 2021).
A phased rollout should then be introduced by implementing the system in a small number of stores before expanding it across the organisation. This pilot approach enables Maldiva Ltd. to identify any technical or operational issues, gather employee feedback, and make improvements before full deployment. Once the pilot has been successfully evaluated, the system can be introduced across all 30 stores and business departments.
Despite careful planning, several challenges may arise during implementation. Employees may resist changing established working practices, while temporary disruption to business operations may occur during data migration and system integration. The organisation must also consider the initial costs associated with software licences, staff training, and implementation. However, these short-term challenges are expected to be outweighed by long-term benefits, including improved productivity, more accurate information, enhanced customer service, and stronger GDPR compliance. Regular system maintenance, software updates, and performance reviews should also be carried out after implementation to ensure the new system continues to support Maldiva Ltd.'s long-term business objectives.
Conclusion
This report has critically examined the operational challenges currently facing Maldiva Ltd. and highlighted the significant impact that outdated and disconnected information systems have on business performance. Although the company has experienced considerable growth through its network of physical stores and expanding e-commerce platform, its existing systems have failed to develop alongside the business. The evaluation demonstrated that manual inventory management, fragmented customer relationship management (CRM), disconnected departmental systems, inefficient spreadsheet-based reporting, and inadequate data security have created operational inefficiencies that affect customer satisfaction, employee productivity, and overall organisational performance.
The report recommended implementing a cloud-based Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM) software and Business Intelligence (BI) tools. This integrated solution would provide a centralised database, enabling real-time communication between departments while automating many of the manual processes that currently reduce efficiency. By improving inventory accuracy, enhancing customer data management, strengthening cybersecurity, and providing reliable business intelligence, the proposed system would enable managers to make faster and more informed decisions while improving the overall customer experience.
A structured implementation plan was also proposed to support the successful introduction of the new system. The phased implementation approach, combined with comprehensive employee training, data migration, system integration, and continuous performance monitoring, would minimise disruption to daily operations while increasing employee confidence in using the new technology. Although implementation requires financial investment and effective change management, these short-term challenges are likely to be outweighed by the long-term operational and financial benefits.
Overall, investing in an integrated ERP, CRM, and BI solution represents a strategic opportunity for Maldiva Ltd. to modernise its information systems and improve business performance. The proposed solution would increase operational efficiency, reduce administrative costs, improve inventory control, strengthen customer relationships, and ensure greater compliance with GDPR. Furthermore, the scalability of a cloud-based system provides the flexibility needed to support future business expansion and technological development. By adopting an integrated information system, Maldiva Ltd. will be better positioned to respond to changing customer demands, compete effectively within the consumer electronics retail sector, and achieve sustainable long-term growth.
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