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Executive Summary
This study assesses the operational difficulties Maldiva Ltd., a rapidly growing retailer of consumer goods, faces due to inefficiencies stemming from antiquated and disjointed information systems. Inaccurate inventory management, fragmented customer data, manual reporting procedures, inadequate departmental integration, and data security threats are among the main problems. The paper suggests implementing an integrated Enterprise Resource Planning (ERP) system, supported by Customer Relationship Management (CRM) and Business Intelligence (BI) modules, following a critical analysis of current systems and alternative technical options. Operational effectiveness, real-time decision-making, customer happiness, regulatory compliance, and organisational scalability will all be enhanced by the suggested solution. To facilitate effective acceptance and sustained business expansion, a methodical implementation strategy is also provided.















Table of Contents
1. Introduction	3
2. Evaluation of Existing Systems	3
3. Recommended Information System	5
4. Implementation Plan	7
5. Conclusion	8
6. References	10















[bookmark: _Toc236591362][bookmark: _Toc236597772]1. Introduction 
Information systems in organisations play an important role in increasing operational efficiency and supporting strategic management and customer service. As more retailers merge their online services with their physical stores, managing data across all departments using information systems within a retailer is becoming increasingly important to exploit online retail (Beynon-Davies, 2019).  However, many information systems within organisations do not meet the requirements of retail companies and even cause problems within them. This thesis addresses the problems Maldiva Ltd., a retailer of consumer electronics with 30 stores and an online store, faces within the company using its current systems. The main cause of these problems is the outdated information systems the company is currently using.
Maldiva Ltd. is a leading, rapidly expanding consumer electronics retailer with 30 stores across the Maldives and a rapidly growing online store. In its quest to meet the goals of its fast-growing sales, Maldiva Ltd. faces many problems due to its current Information Systems. The major problems currently faced by Maldiva Ltd. are inaccurate stock holdings, no central customer database, Inadequate management information for timely, informed decision-making, interdepartmental fragmentation, and inadequate data security. These problems are currently reducing organisational efficiency, increasing costs and decreasing customer service, and affecting the organisation's long-term growth.

This report examines and critically assesses the current Information Systems used by Maldiva Ltd. This analysis reveals how current systems are affecting the performance of Maldiva Ltd. The report goes on to provide recommendations for an integrated information system comprising an Enterprise Resource Planning (ERP) system, a Customer Relationship Management (CRM) system, and Business Intelligence (BI) reports. The report concludes with a detailed Implementation Plan for the new Information Systems. The plan aims to make an organisation more efficient, ensure compliance with all relevant regulatory requirements, and enable it to grow in the long term.
[bookmark: _Toc236591363][bookmark: _Toc236597773]2. Evaluation of Existing Systems 
Legacy Information Systems that Maldiva Ltd. is currently operating on cannot support Maldiva Ltd. in developing operationally or strategically. Each of the Information Systems already implemented at Maldiva Ltd. supports more than one function. However, all the Information Systems in place are unable to communicate with one another. Such integrated information systems are described by Laudon and Laudon (2022) as systems that enable accurate data sharing and thus effective decision-making. However, such Information Systems were sufficient to support the small organisation that Maldiva Ltd. used to be. As the organisation grew, the lack of an integrated information system would increase ineffectiveness, leading to decreased productivity, increased operational costs, and poor customer service.

The biggest single weakness in current information systems at Maldiva Ltd. is the management of inventory across the company's physical stores and online arm, which relies on a manual process for updating stock levels at each store. As the business expands, this type of information management is likely to become less effective because of the system's nature. Laudon and Laudon (2022) note that one of the main advantages of an integrated information system is more accurate stock holding and more efficient business operations. For Maldiva Ltd., an integrated information system for managing stock would provide accurate, up-to-date stock level information to support fast, efficient customer service. Monk and Wagner (2020) suggest that using an integrated information system to manage stock can be highly effective for businesses operating from multiple sites and selling their products and services online.

The current Customer Relationship Management (CRM) data held by Maldiva Ltd for its customers is ineffective because it is stored across multiple separate databases. Consequently, employees and managers are unable to obtain a complete purchase history and customer preferences to provide personal service. Buttle and Maklan (2019) stated that using an effective integrated CRM system enables organisations to strengthen customer relationships and gain a complete view of customers.

Another major problem with the information systems used by Maldiva Ltd is the use of spreadsheets for reporting. These are fine for simple analysis, but as the organisation is growing rapidly, the time required to gather data and present it to management in time to make decisions is becoming a major problem. As with all manual systems, the data is prone to human error, which could have serious consequences for the organisation. With the fast pace of business today, most organisations can compete only by using automated reporting and business intelligence to analyse data and forecast future demand (Turban et al., 2021).

The current access controls for customer information held by Maldiva Ltd. are inadequate to prevent security breaches of that information. In addition, Maldiva Ltd. will find it difficult to ensure compliance with the UK GDPR, as the organisation currently lacks effective information security governance and practices. Information security good practice is not just about complying with legislation and protecting customer information; it also gives customers confidence and assurance that Maldiva Ltd. and its information systems can manage customer information effectively (Information Commissioner's Office, 2023).

There are also limitations of the information systems used by the sales, finance, inventory and customer service functions. Many of the tasks between the functions are currently duplicated, leading to inefficient work and increased risk of error. An integrated information system would enable all functions at Maldiva Ltd. to work more effectively together by providing a single, accurate source of data. This is what Maldiva Ltd. needs to reach its current goals.
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A combination of an integrated Enterprise Resource Planning (ERP) system for managing the core business processes, such as managing Inventory for both online and physical stores and managing Customer interactions using a Customer Relationship Management (CRM) system and Business Intelligence (BI) for providing management information to enable strategic decisions to be made by the Management Team.

A standalone CRM system would allow an organisation to organise customer data, enabling them to deliver the best customer service and individual marketing campaigns to achieve customer loyalty. Buttle and Maklan (2019) provided an example of how integrated CRM systems can achieve customer loyalty. Separate inventory management systems would also be highly beneficial to Maldiva Ltd. The inventory management system would update automatically and provide up-to-date stock visibility, reducing stock inaccuracies and the number of occasions when an order is placed only to be cancelled due to lack of stock. However, the data from a separate inventory management system would remain distinct from the organisation’s finance and customer information reports. Additional software would be required to join this data together (Monk and Wagner, 2020).

In addition to using a CRM system, a Business Intelligence (BI) software package can improve managers' decision-making within a business. Business Intelligence systems transform the data held within a business into real-time information, which managers can view online via reports and tools, such as performance reports and online dashboards. These reports can be used by managers to forecast demand and to monitor the performance of their business (Turban et al., 2021). BI systems are only as good as the data used to create reports and analysis; therefore, the BI system must be integrated with other systems within the business, such as an enterprise system.

An ERP system would offer the most strategic option for Maldiva Ltd, as it includes an integrated Inventory Management system, coupled with Sales, Finance, and Customer information, all stored in a single database. Information is entered only once and is immediately available to all departments, thereby improving information accuracy, reducing duplication of work, and enabling more efficient business processes (O’Brien & Marakas, 2019). With Maldiva Ltd currently experiencing business growth, an integrated system, such as an ERP system, would help manage the growing volume of information from physical stores and online operations.

An ERP would also assist with stock management. Stock held in all stores would be available online in real time. The Manager would be able to monitor and manage sales across all channels, allowing the correct amount of stock to be held and enabling the Manager to forecast demand to avoid running out of stock and to minimise stock discrepancies and cancelledd orders (Monk and Wagner, 2020). Also, all customer information would be stored in a single database. This would mean the company could send out personalised marketing to customers and address any complaints promptly. The company would be able to build strong relationships with their customers by having access to their past purchases and their current preferences (Payne and Frow, 2017).

The use of an ERP will also enable management to forecast and make decisions for the organisation based on real-time Business Intelligence reports. It will allow them to analyse the organisation's sales performance in real time, identify trends that may develop into problems, and respond promptly to minimise their impact (Turban et al., 2021). As the system will be cloud-hosted, it will also enhance data security through role-based access, encryption, and multiple audit trails. This will mean that Maldiva Ltd. will be able to meet all the requirements of the UK General Data Protection Regulation (UK GDPR) while minimising its exposure to cybersecurity risks (Information Commissioner's Office, 2023).

However, the report highlights several advantages of an ERP solution. For example, an ERP system can provide ongoing benefits to an organisation. Thus, the system must be successfully implemented. Implementing an ERP system involves ongoing change within an organisation. This means all employees will need to be trained to manage the new system's processes. As Davenport (1998) stated, many ERP projects have failed because organisations focused on the technology rather than on business processes and employee involvement.

In summary, whilst single applications such as a CRM system, an inventory management system, and a Business Intelligence system can be used to address several problems faced by Maldiva Ltd., an integrated ERP system will address the organisation’s ‘utilising a fragment of information’ problem. Such a system would also enable increased operational efficiency, better decision-making, and support for future growth. However, an initial large financial investment would be required, as would organisationally changes to enable the effective implementation of a new information system and its full embedding by all employees across all functions.
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There are many things to consider with an ERP system. Implementing an ERP system within an organisation requires thorough planning to minimise disruption and ensure the system delivers long-term benefits. Implementing an ERP system in phases is a good idea. Other processes and departments can continue to work with existing systems, whilst others can be implemented on the new ERP system. A project in the PMI Body of Knowledge, developed by the Project Management Institute (PMI, 2021), described the phased implementation of an ERP system and how it improves project control by identifying and addressing problems before the rest of the system is implemented.

Analyse the business needs and choose the right ERP cloud solution such as SAP Business One, Microsoft Dynamics 365 or Oracle NetSuite. In the selection process, assess the necessary functionalities, scalability, integrations and costs. Make sure that the chosen system meets the UK GDPR requirements and will support Maldiva Ltd. in the long run, including its future growth (Laudon & Laudon, 2022).
Next, the current data held in customer, inventory, and financial records needs to be examined and cleansed before it can be loaded into the new ERP system. The data must be accurately transferred into the new system to avoid users having little confidence in the information used for decision-making (Monk and Wagner, 2020).

Employee training and change management are critical success factors for implementing an ERP system. The new technology may encounter resistance to change, and to avoid delays in implementing the system, employees must be provided with the necessary support. To successfully manage change in an organisation, communication, leadership, and employee engagement must occur (Kotter, 2012). Practical training sessions with user guides should be conducted, and after-sales technical support should be provided to Maldiva Ltd. as necessary.
Once you have successfully piloted the ERP system in your test stores, you can roll the system out across your entire organisation in phases, monitoring performance as you go.
It is also important for management to monitor the use of the new ERP system and use a variety of indicators to measure performance, such as inventory accuracy, time to complete customer orders, customer satisfaction, and reporting. Monitoring these performance indicators will enable Maldiva Ltd. to identify areas for improvement, making the organisation more efficient at work and aiding future growth and development.
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The evaluation of current systems at Maldiva Ltd has highlighted the severe problems caused by the multitude of systems a growing organisation is trying to manage. A manual system for inventory management of retail products, customer information held on separate systems and a multitude of spreadsheets for management reporting, all not integrated in any way, are severely impacting performance in terms of reduced efficiency, increased costs and inability to respond to market changes and act upon information on a strategic basis to maximise performance.

Following an evaluation of the currently available information systems on the market, Maldiva Ltd. would require an integrated Enterprise Resource Planning (ERP) system, supported by a Customer Relationship Management (CRM) package and Business Intelligence (BI) tools. This is because ERP systems integrate inventory management, customer data, financial functions, and reporting into a single database, providing accurate, up-to-date information for all users within an organisation. Even though a significant initial investment is required and change is required of all employees at Maldiva Ltd., the long-term benefits of the integrated ERP system would far outweigh those of the alternative information systems. The benefits to Maldiva Ltd. include increased productivity, greater regulatory compliance, evidence-based support for strategic decisions, and a marked improvement in the customer experience.

The successful implementation of a new information system depends on effective project planning, securing commitment from all employees, and high-quality data for ongoing performance measurement. An integrated ERP system will enable Maldiva Ltd. to develop a flexible information system which will enable the organisation to meet future growth whilst delivering improved efficiency and competitive advantage in the long term.





















[bookmark: _Toc236597777]6. References
Akkermans, H., Van Oppen, W., Wynstra, F. and Voss, C. (2019) ‘ERP systems and operational performance: A review and synthesis’, International Journal of Operations & Production Management, 39(3), pp. 296–321.
Beynon-Davies, P., 2019. Business information systems. Bloomsbury Publishing.
Buttle, F. and Maklan, S. (2019) Customer Relationship Management: Concepts and Technologies. 4th edn. London: Routledge.
Davenport, T.H. (1998) ‘Putting the enterprise into the enterprise system’, Harvard Business Review, 76(4), pp. 121–131.
Information Commissioner's Office (2023) Guide to UK GDPR. Available at: https://ico.org.uk (Accessed: 2 August 2026).
Kotter, J.P. (2012) Leading Change. Boston: Harvard Business Review Press.
Laudon, K.C. and Laudon, J.P. (2022) Management Information Systems: Managing the Digital Firm. 17th edn. Harlow: Pearson.
Monk, E. and Wagner, B. (2020) Concepts in Enterprise Resource Planning. 5th edn. Boston: Cengage Learning.
O'Brien, J.A. and Marakas, G.M. (2019) Management Information Systems. 11th edn. New York: McGraw-Hill.
Payne, A. and Frow, P. (2017) Strategic Customer Management: Integrating Relationship Marketing and CRM. Cambridge: Cambridge University Press.
Project Management Institute (PMI) (2021) A Guide to the Project Management Body of Knowledge (PMBOK® Guide). 7th edn. Newtown Square, PA: PMI.
Turban, E., Pollard, C. and Wood, G. (2021) Information Technology for Management: Driving Digital Transformation. 12th edn. Hoboken: Wiley.

2

image1.png
N Prifysgol Cymru
3N ¥ Drindod Dewi Sant
S University of Wales

Trinity Saint David




image2.png




