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[bookmark: _Toc235272549]1. Introduction 
Maldiva Ltd. is a dynamic, fast-growing fictional consumer electronics retailer with 30 physical stores across key locations and a robust e-commerce platform. Over the past year, the company has experienced substantial sales growth, driven by increasing consumer demand for electronics and successful online expansion. Leadership is eager to capitalise on this momentum through further store openings and market penetration. However, significant operational challenges stemming from outdated and inefficient information systems threaten sustainability and scalability (ITransition, 2025; Laudon and Laudon, 2021).
At the core of these issues is the manual inventory tracking system. Stock levels are not synchronised in real time between physical stores and the online channel. Customers frequently encounter situations where items ordered online are unavailable upon fulfilment, leading to backorders, cancellations, refunds, and damaged customer trust. Store managers face difficulties in monitoring overstocked and understocked products, resulting in tied-up capital, increased holding costs, and lost sales opportunities. These discrepancies directly contribute to financial losses and delays in order processing (Panorama Consulting, 2022; Microsoft Dynamics World, 2025).
Customer relationship management (CRM) presents another critical pain point. Customer data resides across multiple disconnected systems, making it nearly impossible to maintain accurate purchase histories or generate actionable insights. The marketing team struggles to design and deploy targeted promotions, while customer support representatives lack immediate access to relevant records, prolonging resolution times and reducing service quality (Priority Software, 2025; Zhu et al., 2010). This fragmentation undermines customer loyalty in a competitive retail landscape where personalisation is expected.
Decision-making processes are equally hampered. Sales reports are manually compiled from spreadsheets, often containing errors and relying on outdated information. Management lacks access to real-time analytics for sales trends, demand forecasting, or performance evaluation, leading to suboptimal inventory decisions and missed revenue opportunities (WJARR, 2025; Laudon and Laudon, 2021).
Compliance with data protection regulations such as GDPR is another pressing concern. The current systems lack robust secure access controls, encryption standards, and audit capabilities, increasing vulnerability to unauthorised access and potential legal penalties. In an era of heightened cyber threats, this exposure could result in significant fines and reputational damage (GDPR.eu, n.d.; Atlan, 2025).
Finally, the absence of integration across departments—sales, finance, inventory, and operations—creates bottlenecks. Employees waste time on manual data transfers, which not only reduces productivity but also amplifies the risk of human error (Codeless Platforms, 2025; Siddiqui et al., 2023).
This proposal outlines a comprehensive solution: the adoption of a modern cloud-based Enterprise Resource Planning (ERP) system with integrated CRM functionalities. Drawing upon industry reports, academic literature, and successful retail case studies, it demonstrates how such a system will address these challenges, drive efficiency, improve customer satisfaction, and support long-term growth (NetSuite, 2024; QAD, 2025; Hong et al., 2024). The following sections evaluate current systems, detail the recommendation, outline implementation, and summarise expected benefits.

[bookmark: _Toc235272550]2. Evaluation of Existing Systems 
Maldiva Ltd.’s existing information systems are predominantly legacy-based, relying on manual processes and siloed applications that no longer meet the demands of a multi-channel retailer. The inventory management system, largely manual or supported by basic standalone tools, fails to provide unified visibility. Physical store data and e-commerce inventories are updated separately, often through end-of-day reconciliations. This leads to frequent inaccuracies, with stockouts occurring despite apparent availability in one channel and excess inventory accumulating unnoticed in another. Such inefficiencies result in higher carrying costs, stock obsolescence for electronics (which have short product life cycles), and customer dissatisfaction (Panorama Consulting, 2022; ITransition, 2025).
CRM capabilities are severely limited by data fragmentation. Information on customer interactions, purchases, preferences, and feedback is scattered across email systems, point-of-sale terminals, and separate databases. This prevents the creation of comprehensive customer profiles essential for segmentation and personalisation. Consequently, marketing campaigns remain generic and less effective, while support teams spend excessive time gathering information during interactions, impacting first-contact resolution rates (Priority Software, 2025; Zhu et al., 2010). In today’s retail environment, where data-driven personalisation drives loyalty, these gaps represent a competitive disadvantage.
Reporting and analytics are equally outdated. Managers compile sales reports manually using spreadsheets, a process that is labour-intensive, prone to transcription errors, and incapable of delivering timely insights. Without real-time dashboards or predictive analytics, leadership cannot effectively monitor key performance indicators (KPIs) such as sell-through rates, regional performance variations, or emerging trends in consumer electronics demand. This hampers strategic planning and responsive decision-making (WJARR, 2025; Laudon and Laudon, 2021).
Inter-departmental integration is virtually non-existent. Sales teams enter orders in one system, inventory updates occur separately, and finance reconciles data through manual uploads. This not only consumes valuable employee time but also introduces inconsistencies and delays in financial reporting and supply chain coordination (Codeless Platforms, 2025; Siddiqui et al., 2023).
From a compliance perspective, the systems fall short of GDPR requirements. There is limited control over data access, inadequate consent tracking, and insufficient measures for data subject rights (e.g., right to erasure). This increases breach risks and potential regulatory fines of up to 4% of global turnover (GDPR.eu, n.d.; Atlan, 2025).
Overall, these legacy systems create a cycle of inefficiency, error, and risk that constrains growth. Academic and industry analyses confirm that retailers with similar fragmented infrastructures experience higher operational costs and lower agility compared to integrated competitors (Tongsuksai et al., 2022; Garg, 2010). A holistic modernisation is therefore essential.

[bookmark: _Toc235272551]3. Recommended Solution 
The recommended solution is the implementation of a cloud-based ERP system integrated with advanced CRM, inventory, POS, supply chain, and business intelligence modules. Platforms such as Microsoft Dynamics 365 for Retail or SAP Business One Cloud are strong fits due to their retail-specific functionalities, scalability, and proven track records (Microsoft Dynamics World, 2025; ITransition, 2025).
[bookmark: _Toc235272552]Justification based on business needs: The system addresses inventory challenges through real-time tracking and automated replenishment alerts. Multi-channel visibility ensures that stock levels across all 30 stores and the e-commerce site are synchronised instantly. POS integration automatically deducts sold items, minimising discrepancies and enabling accurate demand forecasting using historical and predictive analytics (Panorama Consulting, 2022; WJARR, 2025). This directly reduces stockouts, overstock, and associated financial losses.
For CRM and customer experience, the unified database consolidates all touchpoints into a single 360-degree customer view. Features such as segmentation, automated personalised campaigns, purchase history analysis, and AI-driven recommendations empower marketing and support teams. Integration with ERP ensures that inventory availability informs customer-facing processes in real time, improving order accuracy and satisfaction (Priority Software, 2025; Codeless Platforms, 2025; NetSuite, 2024).
Decision-making improves dramatically with embedded analytics and dashboards. Real-time reporting on sales trends, profitability by product/store, and forecasting models replaces manual spreadsheets. Management gains actionable insights for pricing, promotions, and expansion decisions, fostering data-driven agility in a volatile electronics market (Laudon and Laudon, 2021; QAD, 2025).
[bookmark: _Toc235272553]Compliance and security: Modern cloud ERP solutions incorporate GDPR-compliant tools including consent management, data encryption, anonymisation options, audit trails, and automated breach notification capabilities. Role-based access controls further mitigate risks, providing peace of mind and legal protection (GDPR.eu, n.d.; Atlan, 2025).
[bookmark: _Toc235272554]Cost, scalability, and ROI considerations: Cloud deployment eliminates heavy upfront capital expenditure on servers and infrastructure, shifting to predictable subscription models. Automatic updates ensure the system evolves without additional IT overhead. Scalability supports Maldiva’s growth ambitions—adding new stores or enhancing e-commerce features is straightforward (Hong et al., 2024; Tigunia, 2024; Tongsuksai et al., 2022). Case studies of similar retailers demonstrate ROI through 20-40% improvements in inventory accuracy, reduced manual labour, faster order fulfilment, and increased sales from better customer engagement (NetSuite, 2024; WJARR, 2025; QAD, 2025).
Compared to alternatives like custom development or piecemeal software upgrades, a comprehensive cloud ERP offers superior integration, lower total cost of ownership, and faster time-to-value. Critical success factors such as top management support, user involvement, and change management—widely documented in ERP literature—will be prioritised (Akmila et al., 2023; Butarbutar et al., 2023; Goundar, 2020; Siddiqui et al., 2023; Zhu et al., 2010).
This solution transforms Maldiva from a reactive, fragmented operation into a proactive, integrated, and customer-centric enterprise.

[bookmark: _Toc235272555]4. Implementation Plan 
Successful ERP adoption requires a structured, phased approach to mitigate risks and maximise benefits. The proposed timeline spans 6-9 months, with clear milestones and governance (NetSuite, 2024; ITransition, 2025; Goundar, 2020).
[bookmark: _Toc235272556]Phase 1: Planning and Selection (Weeks 1-4): Assemble a project steering committee including representatives from IT, operations, finance, sales, and executive leadership. Conduct a detailed requirements analysis, business process mapping, and vendor demonstrations. Select the solution and implementation partner based on retail expertise, cost, and support offerings. Establish a risk register and detailed project plan with KPIs (Laudon and Laudon, 2021; Garg, 2010).
[bookmark: _Toc235272557]Phase 2: Data Preparation and Integration (Months 2-3): Perform comprehensive data auditing and cleansing to ensure quality migration. Develop integration strategies using APIs and middleware to connect with the existing e-commerce platform and any retained legacy elements. Pilot data flows for inventory and customer records (Codeless Platforms, 2025; Panorama Consulting, 2022).
[bookmark: _Toc235272558]Phase 3: System Configuration, Customisation, and Testing (Months 3-5): Configure core modules (inventory, CRM, finance, reporting) with retail-specific workflows. Customise dashboards and reports to Maldiva’s needs. Conduct extensive testing—including unit, integration, user acceptance, and security tests—in a staging environment. Run parallel operations in a pilot store group to validate functionality (Akmila et al., 2023; Zhu et al., 2010).
[bookmark: _Toc235272559]Phase 4: Training, Change Management, and Rollout Preparation (Months 4-6): Design and deliver comprehensive, role-based training programmes using a blend of classroom sessions, e-learning modules, and hands-on simulations. Address change resistance through regular communication, highlighting benefits and involving users early. Appoint super-users for ongoing peer support (Tigunia, 2024; Butarbutar et al., 2023).
[bookmark: _Toc235272560]Phase 5: Go-Live, Monitoring, and Optimisation (Months 6-9): Execute a phased go-live (e.g., initial stores, then full network and online integration). Provide intensive hyper-care support in the first weeks. Monitor performance against KPIs, gather feedback, and implement adjustments. Establish long-term governance for updates and enhancements (Siddiqui et al., 2023; QAD, 2025).
[bookmark: _Toc235272561]Key Considerations: Budget for training, potential temporary productivity dips, and contingency funds. Partner expertise is crucial for overcoming common challenges like data migration hurdles or user adoption barriers (ITransition, 2025; Hong et al., 2024). Post-implementation, focus on continuous improvement through regular reviews and module expansions.
This structured plan, informed by best practices and lessons from successful retail ERP projects, positions Maldiva for a smooth transition (NetSuite, 2024; Goundar, 2020).

[bookmark: _Toc235272562]5. Conclusion 
In conclusion, Maldiva Ltd. stands at a pivotal juncture. The recommended cloud-based integrated ERP system with CRM will resolve critical inventory, customer data, reporting, compliance, and integration challenges while delivering substantial efficiency gains, enhanced customer experiences, and data-driven decision-making capabilities (ITransition, 2025; Laudon and Laudon, 2021; WJARR, 2025; NetSuite, 2024). By addressing current pain points and building a scalable foundation, the company can confidently pursue growth, reduce operational costs, minimise risks, and strengthen its market position in the competitive consumer electronics sector (QAD, 2025; Hong et al., 2024).
Timely implementation, supported by strong leadership and effective change management, will yield measurable returns and position Maldiva as a modern, agile retailer. This strategic investment in information systems is not merely a technological upgrade but a catalyst for sustainable business transformation.
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