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1. [bookmark: _Toc237549326]Introduction

Maldiva Ltd. is a fast-growing consumer electronics retailer operating 30 physical stores alongside an e-commerce platform. Although the company has experienced significant sales growth, its current information systems are no longer sufficient to support its expanding operations. The organisation relies heavily on manual processes and disconnected systems, creating problems with inventory accuracy, customer relationship management, reporting, data security and communication between departments.
The main challenge is the lack of an integrated information environment in which data can be accurately collected, stored, shared and analysed across the business. Manual inventory tracking creates discrepancies between store and online stock, while fragmented customer data limits effective CRM and personalised marketing. At the same time, spreadsheet-based reporting prevents management from obtaining timely business intelligence and making accurate decisions. Weak access controls also expose customer information to security and GDPR compliance risks. These problems are further increased by the lack of integration between sales, finance and inventory systems.
This report evaluates Maldiva Ltd.'s existing information systems and identifies the key operational and information-management gaps. It then recommends an integrated solution combining ERP, CRM, database and data warehouse technologies, business intelligence (BI), cloud infrastructure, knowledge management and selected AI capabilities. The proposed approach is intended to create a more reliable flow of information across the organisation, improve operational efficiency and support evidence-based decision-making (Laudon and Laudon, 2012; Mustafa, Almaududi Ausat and Kraugusteeliana, 2024). AI will be considered as a supporting capability rather than a replacement for human judgement, particularly where data quality, privacy and ethical considerations are important.
The report also considers implementation requirements, including system integration, employee training, security, costs, risks and a phased implementation schedule. The overall recommendation is designed to provide Maldiva Ltd. with a scalable information system capable of supporting continued growth while improving customer service, data management and managerial decision-making.
[bookmark: _Toc237549327]2. Evaluation of Existing Systems
Maldiva Ltd.’s current information systems are fragmented and largely dependent on manual processes. This creates information gaps between operational departments and limits the company’s ability to use data effectively. The main weaknesses are outlined below.
Inventory and database management. The company currently relies on manual inventory tracking, resulting in discrepancies between physical stores and the e-commerce platform. Products may appear available online when they are already out of stock, causing cancelled orders, refunds and customer dissatisfaction. The absence of a centralised database also makes it difficult to maintain a consistent and accurate view of product, stock and order information.
Integration and ERP processes. Sales, finance and inventory departments use separate software that does not communicate effectively. Employees therefore manually transfer information between systems. This increases duplication and the risk of human error and prevents Maldiva Ltd. from having an integrated view of core business processes. An ERP system would be more appropriate because it can integrate functions and provide shared organisational information (Laudon and Laudon, 2012; Gaol, Rahayu and Matsuo, 2020).
CRM and customer information. Customer data is distributed across disconnected systems, meaning that purchase histories cannot be easily accessed by marketing or customer support. Consequently, the company cannot effectively personalise promotions or resolve complaints using complete customer records. The existing approach therefore limits both customer relationship management and the value that can be obtained from customer data.
Data warehouse and business intelligence. Management currently depends on manually prepared spreadsheets for sales reporting. These reports may contain errors and do not provide sufficiently timely information for forecasting or trend analysis (Laudon and Laudon, 2012; Maaitah, 2023). A central data warehouse combined with BI tools such as dashboards would allow information from different operational systems to be consolidated and analysed for better decision-making.
Information security and governance. Weak access controls create a significant risk of unauthorised access to customer information. This represents both an operational security problem and a data-governance issue, particularly because Maldiva Ltd. must comply with data protection requirements such as GDPR (Cremer et al., 2022). Stronger authentication, role-based access, monitoring and data governance are therefore required (Cremer et al., 2022; Information Commissioner's Office, 2026)
Knowledge management and communication. Important operational knowledge is currently dispersed across departments rather than being systematically captured and shared. Employees consequently depend on manual communication and individual knowledge to resolve issues. A knowledge management system could support the creation, storage and sharing of organisational knowledge, reducing duplication and improving collaboration (Laudon and Laudon, 2012; Thakuri et al., 2024).
Overall, the existing environment does not provide Maldiva Ltd. with a reliable single source of information. The central problem is therefore not simply outdated software, but the lack of integration between data, processes, people and decision-making. This provides the basis for recommending an integrated information-system architecture rather than a single standalone application.

Table 1. Current Information Systems: Problems and Gaps
	Area
	Current problem
	Business impact

	Inventory / WMS
	Manual stock tracking and poor store–e-commerce coordination
	Stock discrepancies, refunds and fulfilment delays

	Database / Data storage
	Customer and operational data stored in disconnected systems
	Duplicated/inconsistent data and poor information availability

	CRM
	Customer information is fragmented
	Weak personalisation and inefficient customer support

	ERP / Integration
	Sales, finance and inventory systems do not communicate
	Manual data entry, errors and wasted time

	BI / Reporting
	Spreadsheet-based reporting
	Slow and unreliable decision-making

	Security / Governance
	Weak access controls and GDPR gaps
	Data breaches, penalties and reputational damage

	Knowledge Management
	Knowledge is not systematically captured or shared
	Skills gaps and inconsistent processes



Table 1. Current information systems, problems and gaps. Source: Author’s analysis based on the Maldiva Ltd. business case.
[bookmark: _Toc237549328]3. Recommended Solution
Maldiva Ltd. requires an integrated information-system environment rather than several independent software applications. The recommended solution is a cloud-based integrated architecture combining ERP, CRM, a central database, data warehouse, Business Intelligence (BI), Knowledge Management (KM), cybersecurity and selected AI capabilities. Such integration would improve the flow of information between stores, e-commerce, finance, sales and management. Business information systems can support operational efficiency and strategic decision-making by providing timely and relevant information to managers (Mustafa, Almaududi Ausat and Kraugusteeliana, 2024).
The ERP system should form the core of the proposed solution. It should integrate finance, purchasing, sales and inventory processes and provide a shared source of operational information (Laudon and Laudon, 2012; Gaol, Rahayu and Matsuo, 2020). This would replace the current manual transfer of information between departments and reduce duplication and human error. For Maldiva Ltd., ERP integration is particularly important because inventory information needs to be synchronised between physical stores and the e-commerce platform. A suitable commercial solution could be SAP S/4HANA or another scalable cloud ERP, depending on final vendor evaluation, cost and integration requirements.
A central database should store structured operational information such as products, customers, orders, suppliers and inventory. The database would provide a consistent source of current information, while data governance procedures would ensure that information is accurate, secure and appropriately managed. This is important because poor-quality input data would reduce the reliability of subsequent analysis and AI outputs (Laudon and Laudon, 2012; Thakuri et al., 2024).
The database should be connected to a data warehouse for historical and analytical information. Data from ERP, CRM and e-commerce systems could be consolidated in the warehouse and analysed using Business Intelligence tools such as Power BI. Management would then be able to monitor sales, stock levels, customer behaviour and performance through dashboards rather than relying on manually prepared spreadsheets. BI can improve decision-making by transforming large volumes of business data into information that managers can interpret and use (Maaitah, 2023; Mikalef et al., 2019).
A modern CRM system should create a unified customer record containing purchase history, customer interactions and relevant preferences. This would allow marketing employees to develop more targeted promotions and enable customer-service staff to access transaction information when handling complaints. The integration of CRM with ERP and e-commerce data would therefore improve both customer experience and operational efficiency (Laudon and Laudon, 2012; Mustafa, Almaududi Ausat and Kraugusteeliana, 2024).
Knowledge Management (KM) should also be incorporated into the proposed system. Maldiva Ltd. currently has knowledge distributed across employees and departments, creating a risk of inconsistent procedures and loss of organisational knowledge. A KM system could provide a shared knowledge base containing operating procedures, troubleshooting guidance, product information and frequently asked questions (Laudon and Laudon, 2012; Thakuri et al., 2024). This would support knowledge creation, storage and sharing across the 30 stores and head office.
AI should be introduced as a supporting capability rather than as a replacement for human intelligence. Once reliable data is available, AI can analyse sales and inventory patterns, identify potential stock shortages, support demand forecasting and assist with customer segmentation. AI-based tools may therefore help Maldiva Ltd. move from simply describing past performance towards identifying likely future trends. However, AI recommendations must be checked by employees because inaccurate data can produce inaccurate outputs, while excessive reliance on automated decisions may create ethical and privacy risks. Human judgement should therefore remain part of the decision-making process (Thakuri et al., 2024; Mustafa, Almaududi Ausat and Kraugusteeliana, 2024).
The proposed information flow can be represented as:
Data Input → Database/ERP/CRM → Data Warehouse → BI & AI Analysis → Human Decision → Feedback and Continuous Improvement
This creates a closed information and knowledge cycle in which operational data is transformed into useful information and managerial knowledge. The importance of integrated information systems for strategic decision-making, innovation and adaptation is also supported by recent research (Mustafa, Almaududi Ausat and Kraugusteeliana, 2024; Kraus et al., 2022).
Blockchain should be used selectively rather than as the main information system. A permissioned blockchain could be considered for specific supplier, transaction or product-traceability processes where several parties require a trusted and tamper-resistant record. However, blockchain would not directly solve Maldiva Ltd.'s main problems with inventory, CRM or departmental integration. Therefore, ERP, database, data warehouse and BI should remain the core technologies, with blockchain implemented only where its additional value justifies the cost.
Finally, the proposed architecture should be cloud-based and scalable. Cloud infrastructure would allow Maldiva Ltd. to expand its stores and online operations without continuously developing separate local systems. It would also support centralised access, system integration and future technologies. However, cloud adoption must be accompanied by appropriate access controls, encryption, monitoring, backup procedures and data-governance policies to protect customer information and support GDPR compliance.
Overall, the recommended solution addresses Maldiva Ltd.'s problems at several levels: ERP resolves process fragmentation; databases improve data storage; CRM improves customer information; the data warehouse and BI improve reporting and decision-making; KM improves organisational knowledge sharing; AI supports prediction and analysis; cybersecurity and governance protect information; and selective blockchain can strengthen traceability where appropriate. Together, these technologies provide a more integrated and scalable foundation for future growth.

Figure 1. Proposed Integrated Information System Architecture
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Figure 1. Proposed integrated information system architecture. Source: Author's proposal based on the Maldiva Ltd. business case.
[bookmark: _Toc237549329]4. Implementation Plan
The proposed system should be implemented through a phased 9–12 month programme to reduce operational disruption and allow Maldiva Ltd. to manage organisational change effectively.
Phase 1 – Planning and requirements (Months 1–2).
The company should map its current processes, identify system requirements and establish data-governance responsibilities. Legacy data should be assessed and cleaned before migration. Representatives from IT, finance, sales, inventory, marketing and stores should participate in the project team.
Phase 2 – ERP, database and integration (Months 3–5).
The cloud-based ERP and central database should be implemented first. Product, inventory, sales and finance data should be standardised and migrated. Integration with the e-commerce platform should provide a consistent view of stock availability across stores and online channels.
Phase 3 – CRM, data warehouse and BI (Months 5–7).
CRM should then be integrated with ERP and e-commerce data to create a unified customer record. A data warehouse and BI dashboards should provide management with timely information on sales, inventory and business performance. This should replace manual spreadsheet-based reporting.
Phase 4 – AI and Knowledge Management (Months 7–9).
After reliable data has been established, AI can support demand forecasting, stock alerts and customer segmentation. A knowledge management system should capture procedures, product knowledge and troubleshooting guidance. AI outputs should be reviewed by employees because inaccurate data can produce unreliable recommendations and human judgement remains essential (Thakuri et al., 2024).
Phase 5 – Testing, security and rollout (Months 9–12).
The final stage should include system testing, user acceptance testing, cybersecurity checks and GDPR compliance review. Employees should receive role-specific training before a controlled rollout across the stores. Performance should then be monitored and improved through continuous feedback.
The implementation should use role-based access controls, authentication, encryption, monitoring and data-governance procedures to reduce security and privacy risks (Cremer et al., 2022; Pascoe, Quinn and Scarfone, 2024). Blockchain should only be introduced after the core systems are stable and where supplier or transaction traceability provides sufficient business value.
Indicative cost: approximately £150,000–£250,000, depending on the selected ERP/CRM platform, number of users, integration complexity, cloud services and AI requirements. The investment should be assessed against expected reductions in stock discrepancies, refunds, manual administration and lost sales.
Table 2. Implementation Risks and Mitigation Strategies
	Risk
	Potential impact
	Mitigation

	Poor-quality legacy data
	Incorrect information after migration
	Data cleansing and validation

	Employee resistance
	Low system adoption
	Training and user involvement

	Integration problems
	Operational disruption
	Phased testing and pilot rollout

	Cybersecurity/privacy risks
	Data breaches and GDPR issues
	Access controls, encryption and monitoring

	AI errors
	Poor recommendations
	Human review and data-quality controls


Table 2. Implementation risks and mitigation strategies. Source: Author’s analysis.
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Figure 2. Indicative 12-month implementation schedule. Source: Author’s proposal.
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Maldiva Ltd.’s main operational problems arise from fragmented information systems, manual processes and poor integration between stores, e-commerce and internal departments. These weaknesses affect inventory accuracy, customer service, reporting, security and the quality of managerial decision-making.
The recommended solution is an integrated cloud-based information system centred on ERP and supported by CRM, a central database, data warehouse, BI, knowledge management and strong security governance. This architecture would create a more reliable flow of information across the organisation and provide management with timely, accurate data. AI could additionally support demand forecasting, inventory monitoring and customer analysis, but its outputs should remain subject to human judgement and appropriate data-quality and privacy controls.
Blockchain should be applied selectively where additional traceability and trust are valuable rather than used as a replacement for the core information systems. A phased 9–12 month implementation, supported by employee training, testing and data governance, would reduce implementation risks and allow Maldiva Ltd. to adapt gradually.
Overall, the proposed transformation would provide Maldiva Ltd. with a scalable, integrated and data-driven information environment. By improving system integration, data quality, security and decision-making, the company should reduce operational errors, improve customer satisfaction and create a stronger technological foundation for future growth.
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