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Introduction
Maldiva Ltd. is an expanding consumer electronics retailer operating 30 physical stores alongside a dedicated e-commerce channel. While recent sales growth creates clear opportunities for further scaling, the organisation’s legacy information systems are no longer sufficient to support current operational scale or future complexity. Current operations rely on manual stock control, siloed customer data, spreadsheet-driven reporting, and functionally isolated departmental software. These limitations drive operational inefficiency, data inconsistency, diminished customer experience, and elevated vulnerability to data protection non-compliance.
Information systems form the operational backbone of modern enterprises, enabling the systematic capture, processing, storage, and dissemination of data required for both day-to-day management and long-term strategic planning (Laudon & Laudon, 2022). For high-growth retailers such as Maldiva Ltd, integrated system architecture is particularly critical, given the tight interdependencies between inventory, sales, finance, customer engagement, and digital commerce activity.
This proposal assesses the performance gaps in Maldiva Ltd’s existing information systems and identifies their impact on business outcomes. It recommends the deployment of a cloud-native Enterprise Resource Planning (ERP) platform, with embedded Customer Relationship Management (CRM) and Business Intelligence (BI) modules. This integrated solution will establish a single authoritative source of business data, strengthen inventory accuracy, elevate customer relationship management, deliver actionable management insights, and embed compliance with data protection standards. The proposal also outlines a phased implementation framework, addressing system integration, workforce capability, cybersecurity, cost control, risk mitigation, and long-term scalability.

Business Context and Core Operational Gaps
The primary challenge facing Maldiva Ltd is that its information infrastructure has not evolved in step with its business expansion. As physical and digital operations have grown, core processes remain manual or dependent on disconnected tools, creating information silos where separate departments maintain conflicting versions of critical operational data.
Inventory Management Limitations
Manual inventory tracking creates persistent discrepancies between physical stock, store-level records, and online availability figures. This frequently results in customers purchasing items that are out of stock, leading to order cancellations, refund costs, customer dissatisfaction, and reputational harm (Monk & Wagner, 2013). Limited real-time visibility also drives unnecessary overstocking—raising holding costs for slow-moving electronics—and understocking of high-demand lines, which directly reduces revenue and delays order fulfilment.
Fragmented Customer Data
Customer records are held across multiple unconnected systems, preventing Maldiva Ltd from building a holistic view of individual purchasing journeys or interaction history. This restricts the ability to deliver personalised communications and makes it difficult for frontline staff to access relevant transaction details during service interactions. Effective CRM resolves this by unifying customer data across all touchpoints, enabling consistent, context-aware engagement (Buttle & Maklan, 2019).
Reactive, Error-Prone Decision Support
Management reporting is generated manually using spreadsheets, introducing significant risk of calculation error and creating delays between operational events and reporting. As a result, leadership lacks timely access to reliable metrics on sales performance, product demand, or emerging market trends. BI systems address this by converting raw operational data into actionable insights, shifting organisations from reactive to proactive decision-making (Sharda et al., 2020).
Data Protection and Cybersecurity Risks
Maldiva Ltd does not currently meet full UK General Data Protection Regulation (UK GDPR) requirements, with inconsistent access controls and limited data safeguards. This exposes the business to unauthorised data access, potential data breaches, and regulatory penalties. UK GDPR mandates that organisations implement proportionate technical and organisational measures to secure personal data throughout its lifecycle (Information Commissioner’s Office, 2026).
Process Duplication Across Functions
The separation of sales, finance, and inventory systems forces staff to manually transfer data between teams, creating redundant work and increasing the likelihood of transcription errors. An integrated system eliminates this duplication by enabling seamless data flow across core business functions (Stair & Reynolds, 2020).

Assessment of Existing Systems

Manual Inventory Processes
The reliance on manual stock updates and decentralised records was adequate for a smaller operation but cannot support 30 locations and a high-volume e-commerce platform. The absence of real-time synchronisation means stock reductions in physical stores or transfers between locations are not reflected immediately across the business. This inconsistency undermines planning efficiency and diverts employee time from value-added tasks to data reconciliation. An integrated inventory module automatically updates stock records following sales, deliveries, or transfers, delivering a consistent view of availability across all channels (Laudon & Laudon, 2022).
Dispersed Customer Information
Customer data is partitioned by function: marketing holds contact details, sales maintains transaction logs, and customer service retains complaint records, with no cross-system visibility. This fragmentation prevents targeted marketing and slows service resolution. Buttle and Maklan (2019) note that unified CRM architecture is essential to deliver consistent customer experiences and maximise the return on marketing investment.
Spreadsheet-Based Reporting
While spreadsheets support basic analysis, they become unreliable as data volumes and operational complexity grow. Manual entry introduces inconsistency, and reports typically reflect historical performance rather than current conditions, delaying responses to shifting demand. A connected BI layer provides real-time dashboards for key performance indicators (KPIs), including store-level sales, inventory turnover, and conversion rates, to support evidence-based planning (Sharda et al., 2020).
Lack of End-to-End Integration
Disconnected systems create functional silos, with no shared data layer between operations. For example, an online order does not automatically update stock levels or trigger invoicing, requiring manual intervention across teams. ERP systems resolve this by unifying core processes around a central database, improving cross-departmental coordination and reducing administrative overhead (Monk & Wagner, 2013).

Recommended Solution
Integrated Cloud-Based ERP with CRM and BI Capabilities
Maldiva Ltd should implement a cloud-native ERP platform with integrated CRM, inventory management, e-commerce connectors, and BI functionality. The ERP will act as the central operational system, integrating sales, procurement, stock control, finance, and fulfilment processes. The CRM module will centralise customer data, while embedded analytics will deliver real-time reporting and predictive insights.

Optimised Inventory Management
The integrated system will provide real-time stock visibility across all locations and channels. When a sale is completed in-store or online, stock levels are updated instantly, preventing customers from ordering unavailable items (Turban et al., 2018). The platform will also support automated reorder thresholds, triggering alerts or purchase requests when stock falls to predefined levels. This reduces both stockouts and excess inventory, improving cash flow and customer reliability.
Unified CRM and Customer Experience
The CRM module will consolidate customer records, including contact details, purchase history, preferences, and service interactions. This allows support teams to resolve enquiries faster with full context, while marketing teams can design targeted campaigns—such as accessory offers for recent laptop purchasers—aligned with individual behaviour. All data processing will adhere to UK GDPR principles, including lawful basis, consent management, and data minimisation (Information Commissioner’s Office, 2026).
Data-Driven Decision-Making
BI tools will provide interactive dashboards tracking metrics including:
· Daily, monthly, and category-specific revenue
· Store and channel performance
· Best-selling and slow-moving product lines
· Stock turnover and fulfilment lead times
· Customer satisfaction and complaint resolution rates
· Return and refund volumes
This enables leadership to identify trends rapidly and adjust plans proactively, rather than reacting to historical results (Sharda et al., 2020).
Enhanced Compliance and Cybersecurity
The new system will embed robust security controls aligned with the National Institute of Standards and Technology (NIST) Cybersecurity Framework 2.0 (NIST, 2024), including:
· Role-based access to restrict data access to authorised personnel only
· Multi-factor authentication for all system users
· End-to-end encryption for data in transit and at rest
· Automated security patching and activity audit trails
· Regular backups and defined data retention schedules
· Ongoing staff security awareness training
These measures will address current compliance gaps and reduce exposure to cyber risk.

Rationale for the Proposed Investment
The integrated solution directly resolves the core weaknesses identified in Maldiva Ltd’s current systems, delivering measurable strategic value:
· Operational Efficiency: Automation reduces manual data handling and reconciliation, freeing staff to focus on high-value activity (Laudon & Laudon, 2022).
· Data Integrity: A central database eliminates duplication and inconsistency, creating reliable information for planning and reporting.
· Cost Efficiency: While implementation requires upfront investment, cloud deployment removes the need for large on-premise infrastructure and supports phased rollout to manage expenditure.
· Scalability: Cloud architecture adapts seamlessly to additional stores, transactions, or users, supporting long-term growth without costly system replacement (Stair & Reynolds, 2020).
· Customer Outcomes: Accurate stock data reduces order disruption, while unified CRM improves service quality and personalisation, strengthening loyalty.
· Strategic Agility: Real-time analytics enables faster response to market changes, supporting competitive positioning in the fast-moving consumer electronics sector.

Implementation Roadmap
Deployment will follow a structured, phased approach to minimise operational disruption.
Requirements Definition
Form a cross-functional project team with representatives from sales, finance, operations, marketing, service, and IT. Map current end-to-end processes, document improvement priorities, and define measurable KPIs including target reductions in stock discrepancies and reporting lead times.
Vendor Selection
Evaluate platforms including SAP S/4HANA Cloud, Microsoft Dynamics 365, and Oracle NetSuite against criteria covering functionality, security, integration capability, scalability, total cost of ownership, and vendor support quality. Prioritise solutions with standard APIs for connection to existing point-of-sale and e-commerce systems.
Data Preparation and Integration
Clean existing datasets to remove duplicates and resolve errors before migration. Configure system interfaces and conduct end-to-end testing to confirm that transactions update all connected modules consistently.
Pilot Deployment
Launch the system in three representative stores and the e-commerce platform to identify technical or usability issues. Refine processes based on staff and customer feedback before full rollout.
Capability Building
Deliver role-specific training: warehouse teams on inventory workflows, service staff on CRM tools, and managers on BI dashboards. Implement a change management programme to communicate benefits and address concerns, as user adoption is critical to ERP success (Laudon & Laudon, 2022).
Full Rollout and Continuous Improvement
Deploy across all remaining stores, then monitor performance against agreed KPIs. Schedule regular reviews to refine configuration and add new capabilities as business needs evolve.

Risk Considerations
· Investment Scale: Secure approval based on a full cost-benefit analysis demonstrating long-term savings and revenue gains.
· User Resistance: Involve staff in design and pilot stages, and provide ongoing support to reduce anxiety about process change.
· Data Migration Quality: Allocate sufficient time for data cleansing to avoid transferring errors to the new system.
· Integration Complexity: Engage certified technical specialists to ensure reliable connections with legacy systems.
· Cybersecurity Exposure: Conduct regular vulnerability assessments and update controls as the threat landscape evolves (NIST, 2024).

Conclusion
Maldiva Ltd’s growth has outpaced its information systems, creating bottlenecks that limit efficiency, customer satisfaction, and strategic progress. The proposed cloud-based ERP with CRM and BI integration addresses these gaps by unifying core processes, improving data reliability, and embedding compliance. While implementation requires investment and organisational change, the solution provides a scalable, secure foundation for sustainable expansion, positioning Maldiva Ltd to compete effectively in the consumer electronics market.
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