Improving Business Performance Through an Integrated Retail Management Information System: Maldiva Ltd. 
1. Introduction 
To today's retail stores, information is one of their biggest assets. Today, competition is not about offering the best product or price; it is about effectively using information in a timely fashion, information that should be accurate, and that should be shared with others throughout the organization. Especially in Omni-Channel retail, customers want to view a physical retail location, website, customer service and fulfilment system as a single, integrated business. Bharadwaj, et al. (2013) state that digital technologies have become so much a part of the business strategy that the role of any supporting technology is becoming secondary.  
Maldiva Ltd is a fast-growing Consumer Electronics retailer with 30 brick and mortar locations and an e-commerce website. Although its business sales have been strong it has poor information infrastructure. The inventory is handled with pen and paper, information about customers is siloed, management reports are spread-sheet-heavy and varied departments use disparate software. Such weaknesses are driving inefficiencies in operations that are increasingly grave due to the number of transactions that occur. 
An immediate problem is the visibility of inventory. Managers are unable to accurately determine which products the store has, and which ones are overstocked or are going out of the stock. The more important aspect is that, in some cases, the ecommerce platform is not giving the exact analysis of the physical stores. This is because it provides opportunities for customers to order successful online but, find that products are not available. Rekik, Sahin and Dallery (2008) describe why inaccuracies in retail stock can cause significant issues in the retail business as the choice is based on the recorded value of inventories that do not correspond to their actual value. 
The second challenge is customer information. Data is stored in silo systems that are not connected to each other, so it is hard to provide an entire customer history. The marketing team may not be able to properly gauge customers' preferences and customer service staff might lack data on previous purchases and complaints. 
Additionally, management does not receive information timely to support decision-making. Sales data is manually entered into a spreadsheet, and often managers analyse past data not recent. This organisation also has data-security and GDPR issues due to not having adequate access controls. 
This recommendation suggests for a cloud-based Retail Management Information System (RMIS) with Point of Sale (POS), inventory management, CRM and ecommerce transactions with central data warehouse and Business Intelligence (BI) dashboards.  
  
2. Evaluation of Existing Systems 
Current information environment 
  
Each department of Maldiva had tried to meet its operational needs and the information systems in place have been born out of independent efforts. While these applications may do simple things, overall, they make for an incomplete information environment. 
This impurity is most evident in the manual inventory process. Up to date inventory information is not maintained automatically on purchase, sale, return or transfer of products etc. This results in considerable time spent by employees verifying physical stocks and adjusting for discrepancies. Inventory record inaccuracies are especially harmful as purchasing and fulfilment is based on accurate inventory data. Rekik, Sahin and Dallery (2008) argue that inventory inaccuracy is an important retail problem and show how the inaccuracy of records affects replenishment and operational performance. 
The challenge is worsened by Maldiva's physical shops and e-commerce site that are interdependent and lack of a system integration. For instance, an item may be sold in a store, and then it is purchased and returned, but still showed as in stock online until someone manually changes the data. It manifests itself for the customer as a failure in the service, even though it is due to problems with information integration. 
The existing CRM (Customer Relationship Management) platform also has similar issues. Customer information could be available in sales applications, marketing and customer-service applications, but employees do not have a whole picture of the customer. This limits the organisation's ability to know about the customer value and to tailor communications. Payne and Frow (2005) define CRM as a strategic, cross-functional process, which should produce value by effective integration of processes, people, operations and marketing capabilities.  
 
  
Lack of reporting and decision making 
  
Another serious weakness in Maldiva's reporting arrangements is its reporting. Data on Sales is gathered from multiple sources and manually ported to spreadsheets. This can cause three significant issues: delay, data inaccuracies and human error. 
Managers require information which could help them in making operational as well as strategic decisions. Operational decisions could involve whether a specific store needs more inventory, while strategic decisions might involve which types of products should a business invest in or what are the best areas for the store's expansion. 
Business Intelligence can turn your business information into the information that your managers can use more easily. BI and analytics technologies, according to Chen, Chiang and Storey (2012), have evolved as key enabler technologies for organisations to gain business information from massive amounts of data from a variety of sources. Maldiva has a good amount of potentially useful information, but the country does not have a system in place to integrate and synthesize such information. 
  
Security vulnerabilities and security or compliance issues. 
  
Maldiva must also improve Information Governance. Consumer information is information that lets you identify customers and should therefore be protected in an appropriate manner. In terms of GDPR, the measures they are to take are appropriate technical and organisational measures to ensure that personal data is protected against unauthorised or unlawful processing, against accidental loss, destruction or damage (European Parliament and Council, 2016). 
There are legal and reputational risks thus where the access controls are weak. Anyone within the organisation should not automatically be allowed access to all customer records. 
  
3. Recommended Solution 
Retail Management Information System (RMIS) on Cloud. 
  
The recommended solution is the cloud based RMIS solution tailored to the retail and omnichannel needs of Maldiva. The system would consist of four business operations - Point of Sale, Inventory & Order Management, CRM & ecommerce, which will have a central data warehouse for BI & Management analysis use. 
The POS would become the main transaction capture method at all 30 stores. The central database would automatically be updated every time one of the workers would make a sale, exchange or return. Information would not be entered separately and reconned with other authorised transactions later – it would be entered one time and shared automatically with other authorised transactions. 
This is significant since there are close links between point of sale and inventory. The availability of the products in the stock must be reduced in real-time as soon as a sale is completed.  
  
Stock control and ordering. 
  
All the following features must be a part of the inventory module: bar code scanning, automated stock updates, minimum stock alerts, inter-store transfer management and demand-based replenishment information. 
When product came in, it would be scanned into inventory. Later sales would take out stock automatically and returns would be made when proper inspection has been made. Define reorder levels for critical items and receive notifications when stock drops below a certain level. 
Better stock information would also make it possible for Maldiva to adopt better fulfilment functions. For instance, customers would be more confident in the web page that showed their products did exist and they would buy online and then pick it up from a local store. 
Accurate inventory holds a lot of value for operations. Fleisch / Tellkamp (2005) illustrate via simulation study that inventory inaccuracies in retail supply chains can be one of the reasons for out of stocks and influence the supply-chain performance.  
  
Centralised CRM 
  
One central CRM module would form a single customer profile that would include all the customers' transactions with stores and the website as well as their interactions with the store staff and marketing. 
CRM should not just remain a list of names and email addresses. It must be used across the board for the customer relationship. Payne and Frow (2005) stress the need to view CRM as a strategic process, not a technological application and as a cross-functional process. 
This meant that when a customer-service employee receives a query, the person can see what Maldiva has purchased before, what they have returned or complained about, and so on, into the extent that they have been authorised by their line managers to do so.  
  
Data warehouse & Business Intelligence 
  
Central Data Warehouse is one of the major changes that the proposed RMIS system will bring to Maldiva's existing system. 
The main function of the operational systems is to support single transactions. Management, however, needs to analyse patterns of thousands or millions of transactions. A data warehouse would regularly merge data from the systems, such as POS touches, eCommerce, CRM, inventory and finance systems, answering into a structured repository ready for analysis. 
BI as described by Watson and Wixom (2007) is the process of going from data to being able to access information efficiently, organize it in a logical way and analyse this information.  
  
The management dashboard of Maldiva may provide information on:  
· Sales performance on a daily and weekly basis; 
· sales through the stores and internet; 
· Gross margin of each product; 
· inventory turnover; 
· stockout frequency; 
· slow-moving inventory; 
· return and refund numbers; 
· customer complaint trends; 
· promotion performance; and 
· average order values. 
  
This would be a great help to decision-making. Rather than manually creating spreadsheets each month, senior management could catch on to arising problems long before the time of preparation. 
Chen, Chiang and Storey (2012) highlight the growing importance of BI and analytics for obtaining insights from organisational data. In the same vein, Martins et al. (2022) present another organisational case study in which managers can identify anomalies and analyse the performance more efficiently by combining a data warehouse with BI dashboards. 
  
Cost, efficiency and scalability 
  
Cloud was recommended as Maldiva is growing and adding new stores will need a system that can support more stores without the need for significant local infrastructure investments. 
Scalable computing resources, which can vary to meet changing demand, are one of the benefits of cloud computing offered to organisations (Armbrust et al., 2010). This can be appealing to Maldiva as the volumes can vary significantly during promotions and in seasons. 
  
4. Implementation Plan 
  
Stage 1: Business requirements 
  
Detailed requirements from the store folks, inventory management, marketing, customer support, financial team, ecommerce and senior management should be considered before the project starts. The project team should not ask employees about software that they would like but rather determine the processes that need to be improved.  
  
Stage 2: System and/or vendor selection 
  
Assessment of potential RMIS providers should include various parameters like retail functionality, integration capabilities, cybersecurity, GDPR support, reliability, scalability, implementation support and total cost of ownership. The business should not simply choose a provider that charges the least for its subscription.  
  
Stage 3 – Data preparation and integration 
  
Current product, customer and sales and inventory data should be cleaned prior to migration. If there are duplicate customer records, they should be consolidated, if necessary, product identifiers standardised, and redundant data eliminated, based on retention rules. 
The quality of the data is especially critical with analytical systems. Popovič et al (2012) identified the relevance of information quality in the case of value creation of BI systems.  
  
Stage 4: Pilot implementation 
  
The pilot should be done on about three stores with varying volumes of transactions, in conjunction with the e-commerce operation. 
The pilot should include testing of sales and refunds, inventory transfers, online orders and customer records and BI reporting.  
  
Stage 5: Training and change management of employees 
  
Training is a one huge implementation need. It is highly recommended that employees get trained to their responsibilities, instead of watching generic system demonstrations. 
There is a need for practical exercises by store employees on POS and inventory. CRM training for customer-service employees and BI dashboard and analytical training for managers is required. 
People who are used to using spreadsheets and manual processes can be hesitant to adopt a new system. Kotter (1995) states that the keys to organisational transformation are establishing a clear sense of urgency, communicating of the change vision and leadership in making the change.  
  
Stage 6: Roll out, monitor and continually improve. 
  
Maldiva should roll out the RMIS in batches of stores as the system has been successfully tested and only all 30 stores at once. 
KPIs should be measured prior to implementation to form a baseline. Then management would have their opportunity to compare results three, six, and 12 months after implementation. 
  
5. Conclusion 
  
As illustrated by the problems faced by ‘Maldiva Ltd’, an organisation's success can result in a problem with legacy information systems. Today, the company's paper-based stock management, inconsistent customer data, spreadsheet-driven reporting, and departmental siloed systems are no longer suitable for their growing multi-channel retailer. 
This proposal has been thought to be a cloud-based Retail Management Information System (RMIS), which provides access to all stocks, CRM and ecommerce data, maintains a central data warehouse and provides in-depth Business Intelligence (BI) dashboards that have been designed for the benefit of its end users.  
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