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1. INTRODUCTION
Overview of the Business Case
Maldiva Ltd. is a fast-growing electronics company that sells products online and through 30 physical stores. Over the past year, sales have grown quickly, and the company wants to keep expanding. However, the business is facing major day-to-day problems because its technology systems are old and do not work well. To keep growing, the company needs a modern information system to connect its departments, speed up work, and make customers happier.
Identification of Key Challenges
Based on the details in Maldiva Ltd is dealing with five main problems:
1. Manual Inventory System: Staff manually track stock, causing discrepancies between online and store inventory. This leads to out-of-stock orders, customer complaints, refunds and reduced customer trust (Laudon and Laudon, 2022). 
2. Disconnected Customer Data: Customer information is stored across separate systems, limiting personalised marketing and delaying customer support. 
3. Slow Decision-Making: Management relies on manually prepared spreadsheets, preventing access to real-time sales data and reducing forecasting accuracy. 
4. Legal and Security Risks: Weak access controls and poor GDPR compliance increase the risk of data breaches, cyberattacks and legal penalties. 
5. Poor Departmental Integration: Sales, finance and inventory systems operate independently, requiring manual data transfer, increasing errors and reducing operational efficiency (Chaffey and White, 2011).
2. EVALUATION OF EXISTING SYSTEMS
Analysis of the Current Information Systems in Place
Maldiva Ltd. currently uses several outdated and disconnected information systems. These systems are causing operational problems and are unable to support the company's continued growth. The main areas affected are inventory management, customer relationship management (CRM), reporting, data security, and communication between departments.

Inventory Management System
The company currently relies on a manual inventory tracking system. Stock levels are not updated automatically across physical stores and the online platform. This often leads to inaccurate stock information, meaning customers can order products online that are actually out of stock. This results in customer complaints, refunds, delayed deliveries, and lost sales.
According to Laudon and Laudon (2022), modern inventory systems should provide real-time stock information to improve efficiency and customer satisfaction. Maldiva Ltd.'s current system does not provide this capability, making inventory management difficult and unreliable.
Customer Relationship Management
Customer information is stored across different systems rather than in one central database. This makes it difficult for employees to access complete customer records and purchase histories. As a result, the marketing team struggles to create personalised promotions, while the customer service team cannot quickly resolve customer complaints.
CRM systems are designed to store and manage customer information in one place, helping businesses improve customer relationships and service quality (Buttle and Maklan, 2019). Maldiva Ltd.'s current approach prevents the company from fully understanding customer needs and behaviour.
Reporting System
The case study states that sales reports are manually created using spreadsheets. This process is time-consuming and increases the risk of human error. Management often works with outdated information, making it difficult to identify sales trends and make informed business decisions.
Management Information Systems (MIS) provide accurate and timely information to support decision-making (Stair and Reynolds, 2021). Maldiva Ltd.'s current reporting process lacks automation and real-time reporting capabilities, reducing the quality of management decisions.
Data Security System
The company is also facing issues with data security and GDPR compliance. The current system lacks strong access controls, increasing the risk of unauthorised access to customer information.
Businesses are required to protect personal data and comply with regulations such as GDPR (European Parliament and Council, 2016). Maldiva Ltd.'s outdated systems increase the risk of data breaches, legal penalties, and reputational damage.
Departmental Systems
Different departments, including sales, finance, and inventory, use separate software systems that do not communicate with each other. Employees must manually transfer information between departments, which wastes time and increases the likelihood of errors.
Integrated information systems help organisations improve communication and share information efficiently across departments (Monk and Wagner, 2023). Maldiva Ltd.'s lack of integration creates operational delays and reduces productivity.
Identification of inefficient gaps
The current information systems at Maldiva Ltd. contain several weaknesses that are affecting business performance. 
Lack of Integration
The company's disconnected systems create information silos that prevent automatic data sharing, leading to duplicated work, communication problems and manual data entry, which reduce data accuracy and operational efficiency (O'Brien and Marakas, 2018; Laudon and Laudon, 2022). Managers rely on manually prepared reports rather than real-time information, limiting timely decision-making, while customer data spread across multiple systems reduces the effectiveness of marketing and customer service. Weak access controls also increase the risk of unauthorised access and GDPR non-compliance (Buttle and Maklan, 2019; European Parliament and Council, 2016). Furthermore, the current systems lack the scalability needed to support continued business growth. Implementing an integrated information system would improve efficiency, enhance organisational performance and support future expansion (Monk and Wagner, 2023).
Operational Inefficiency
Employees spend significant amounts of time manually entering data, creating reports, and transferring information between departments. These activities reduce productivity and increase operating costs. Automation could significantly improve efficiency and reduce errors (Heizer, Render and Munson, 2020).
Summary of Key Gaps
The main weaknesses in Maldiva Ltd.'s existing systems are:
· Manual inventory tracking. 
· Disconnected customer databases. 
· Spreadsheet-based reporting. 
· Lack of system integration. 
· Poor data accuracy. 
· Limited real-time information. 
· Weak security controls. 
· GDPR compliance risks. 
· Limited scalability. 
· Excessive manual processes. 
These issues demonstrate that the company's current information systems are no longer suitable for its growing business needs and require significant improvement.
3. RECOMMENDED SOLUTION
Proposal of a Suitable New Information System
To address the operational challenges at Maldiva Ltd., it is recommended that the company implements an integrated Enterprise Resource Planning (ERP) system alongside a Customer Relationship Management (CRM) system through a secure cloud-based platform. This would provide all departments with access to accurate, real-time information from a single central database. An ERP system integrates key business functions, including inventory management, finance, purchasing, sales and reporting, improving operational efficiency by automating business processes and reducing manual data entry (Laudon and Laudon, 2022). The CRM system complements the ERP by centralising customer information, purchase histories and communication records, enabling faster customer support, stronger customer relationships and more personalised marketing based on customer behaviour (Buttle and Maklan, 2019).
The recommended solution combines several information systems that work together to address the specific weaknesses identified in the case study.

	Problem Identified
	Recommended System
	Benefit

	Manual inventory tracking
	Transaction Processing System (TPS)
	Automatically updates stock levels when sales occur, reducing stock discrepancies.

	Customer data stored in separate systems
	Customer Relationship Management (CRM)
	Creates a single customer database to improve customer service and marketing.

	Manual spreadsheet reporting
	Management Information System (MIS)
	Produces automatic real-time management reports.

	Poor forecasting
	Decision Support System (DSS)
	Analyses trends and predicts future demand.

	Limited strategic information
	Executive Support System (ESS)
	Provides dashboards and KPIs for senior managers.

	Departments working separately
	Enterprise Resource Planning (ERP)
	Integrates all departments into one central information system.


Together, these systems will improve communication, reduce duplication of work and support the company's future expansion.
Meeting Business Needs
Maldiva Ltd. has experienced rapid business growth through both its physical stores and online platform. However, its existing information systems have failed to keep pace with this growth. The company requires an integrated solution capable of supporting increasing transaction volumes while improving operational efficiency. An ERP system provides this capability by allowing inventory, finance, purchasing, sales and customer information to be managed from one integrated platform (Monk and Wagner, 2023).
Improving Efficiency 
The current business processes rely heavily on manual data entry and spreadsheet reporting, increasing both workload and the likelihood of human error. The recommended ERP system would automate many routine processes, including inventory updates, invoice generation, sales reporting and stock replenishment. Automation reduces repetitive administrative tasks, allowing employees to focus on higher-value activities such as customer service and business development (Heizer, Render and Munson, 2020).
For example, if a television is purchased online, the ERP system would immediately update stock levels across every store and the company's website. This prevents customers purchasing products that are no longer available, reducing complaints, refunds and delivery delays.
Cost Effectiveness
Although implementing an ERP and CRM system requires a significant initial investment, the long-term financial benefits outweigh the implementation costs. Improved inventory accuracy reduces excess stock, minimises lost sales and decreases the number of customer refunds. Cloud-based ERP systems also reduce hardware costs, maintenance expenses and software upgrade requirements because the software is managed by the service provider (Laudon and Laudon, 2022).
Scalability
The case study states that Maldiva Ltd. intends to continue expanding. Cloud-based ERP systems are highly scalable and can easily support additional stores, warehouses, employees and customers without requiring major changes to the underlying infrastructure. This flexibility ensures the system can continue supporting the business as it grows (Monk and Wagner, 2023).
Data Security & GDPR Compliance
The proposed ERP and CRM solution would strengthen data security through role-based access controls, encrypted data storage and regular software updates. These features reduce the risk of unauthorised access while supporting compliance with the General Data Protection Regulation (GDPR). Protecting customer information not only reduces legal risks but also helps maintain customer trust and protect the company's reputation (European Parliament and Council, 2016).
How the System Will Improve Operations, Data Management and Decision Making
The proposed information system would improve business operations by automating routine processes and integrating sales, finance, inventory and customer service into one real-time platform, reducing duplicated work and communication delays (O'Brien and Marakas, 2018). Inventory levels would update automatically after each sale, improving stock accuracy, reducing order errors and enabling automatic stock replenishment. A central database would securely store customer, supplier, inventory and financial data, improving data accuracy and faster access to information (Laudon and Laudon, 2022). Decision-making would also improve through Management Information Systems (MIS), Decision Support Systems (DSS) and Executive Support Systems (ESS), providing managers with real-time reports and dashboards to support faster, more informed business decisions (Stair and Reynolds, 2021). Amazon uses similar integrated systems to improve inventory management, order processing and customer service, demonstrating the benefits of real-time information sharing (Amazon, 2025).
4. IMPLEMENTATION PLAN
Steps For Implementing the New System 
The implementation of the proposed ERP and CRM system should follow a structured process to minimise disruption and ensure successful adoption. Maldiva Ltd. should begin by analysing its business requirements before selecting a suitable cloud-based ERP and CRM solution that supports inventory management, customer data, reporting and GDPR compliance. Existing customer, sales and inventory data should then be cleaned and migrated into the new system before integrating it with the company's e-commerce platform, point-of-sale systems and finance software. Finally, the system should be thoroughly tested before being launched across the organisation, with ongoing monitoring to ensure it performs effectively and supports continuous improvement (Laudon and Laudon, 2022).
Consideration of Training and Integration with Existing Infrastructure
Successful implementation depends on employees being able to use the new system effectively and, on the system, integrating with Maldiva Ltd.'s existing infrastructure. The company should provide staff with training workshops, department-specific guidance, user manuals and ongoing technical support to improve confidence and reduce resistance to change. At the same time, the ERP and CRM system should be integrated with the existing e-commerce platform, point-of-sale systems, finance software and customer databases to enable real-time information sharing across departments. This will improve communication, reduce manual data entry and support faster, more accurate decision-making (O'Brien and Marakas, 2018).



Potential Challenges
Several challenges may arise during implementation, including employee resistance, data migration errors, temporary system downtime, integration difficulties, implementation costs and cybersecurity risks. These risks can be minimised through careful project planning, comprehensive testing, secure data migration procedures, effective employee training and strong security controls to maintain GDPR compliance. By addressing these challenges proactively, Maldiva Ltd. can increase the likelihood of a successful implementation while improving operational efficiency, strengthening data security and supporting future business growth (Laudon and Laudon, 2022). 
CONCLUSION
This report evaluated the operational challenges facing Maldiva Ltd. and found that outdated information systems are restricting business performance. Key issues include manual inventory tracking, disconnected customer data, spreadsheet-based reporting, weak data security, GDPR compliance risks and poor communication between departments, reducing efficiency, increasing errors and slowing decision-making (Laudon and Laudon, 2022). To address these challenges, the report recommends implementing an integrated Enterprise Resource Planning (ERP) system supported by a Customer Relationship Management (CRM) system, together with Transaction Processing Systems (TPS), Management Information Systems (MIS), Decision Support Systems (DSS) and Executive Support Systems (ESS) to provide a centralised platform for managing business operations (Monk and Wagner, 2023). The implementation plan includes system selection, data migration, integration, staff training, testing and ongoing monitoring. Although challenges such as employee resistance and implementation costs may arise, these can be managed through careful planning and training (Heizer, Render and Munson, 2020). Overall, the proposed solution will improve efficiency, strengthen data security, support GDPR compliance, enhance customer satisfaction and enable future business growth (Stair and Reynolds, 2021).
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