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Digital Transformation Proposal for Maldiva Ltd.
1. Introduction
Maldiva Ltd. is an expanding consumer electronics retailer operating 30 physical stores alongside an e-commerce platform. The company's continued sales growth demonstrates strong market performance, but existing information systems have failed to keep pace with business expansion. As a result, Maldiva Ltd. is experiencing operational inefficiencies that are affecting inventory management, customer service, decision-making, regulatory compliance and communication.
The organisation currently relies on outdated and disconnected systems that require employees to manually transfer information between business functions. Inventory is monitored using manual processes, resulting in stock discrepancies between physical stores and the online platform. Consequently, customers are able to purchase products that are no longer available, leading to cancelled orders, refunds and reduced customer satisfaction. 
Similarly, customer information is stored across multiple systems, preventing employees from obtaining a complete view of customer interactions limiting the ability to deliver personalised marketing campaigns or effective customer support.
The reliance on spreadsheet-based reporting, delays management decision-making increasing the likelihood of inaccurate business information. In addition, weaknesses in security controls and data management expose Maldiva to potential breaches of the General Data Protection Regulation (GDPR). Finally, the lack of integration between departments has created information silos, duplicated work and inefficient business processes, reducing organisational productivity (Laudon and Laudon, 2020).
The report seeks to evaluate Maldiva Ltd.'s existing information systems, identify operational shortcomings and recommend an integrated information system to improve efficiency, support future growth and enhance customer satisfaction. The report also outlines an implementation strategy designed to minimise disruption whilst ensuring successful adoption across the organisation.
2. Evaluation of Existing Information Systems
Operational difficulties stem from the use of outdated, disconnected information systems that no longer meet the needs of a modern retail organisation. Information systems should enable organisations to collect, process and distribute information that supports operational activities, management decision-making and strategic planning (Bocij, Greasley and Hickie, 2019).
A significant weakness is the manual inventory management process. Accurate inventory management is essential because it ensures products are available when customers require them whilst avoiding excessive stockholding costs. Maldiva Ltd.'s reliance on manual stock tracking has resulted in discrepancies between physical stores and the online sales platform. This means products shown as available online may have been sold in-store, leading to cancelled orders, customer complaints and costly refunds. 
Inaccurate stock records increase the likelihood of overstocking slow-moving products whilst understocking popular items, affecting sales revenue and profitability. Integrated information systems improve the accuracy of information by allowing data to be shared across business processes rather than repeatedly entered into separate systems (Laudon and Laudon, 2020).
The organisation also faces considerable challenges in managing customer information. Customer Relationship Management (CRM) is designed to create a more integrated view of each customer by combining sales history, communication records and service interactions. 
At Maldiva Ltd, information is fragmented across multiple systems, preventing employees from accessing complete customer records. As a result, marketing campaigns cannot be effectively targeted, customer service representatives lack access to previous interactions and opportunities to strengthen customer loyalty are frequently missed. CRM systems can support organisations in using customer information effectively (Bocij, Greasley and Hickie, 2019; Haryandika and Santra, 2021).
Another concern is the company's reporting and decision-making capability. Sales reports are manually compiled using spreadsheets, making the reporting process time-consuming and vulnerable to errors. Managers therefore rely on information that may be outdated when important decisions are made. 
Modern organisations depend on accurate and timely information to identify trends, forecast demand and respond to changes within competitive markets. Without reliable management information, Maldiva Ltd. risks making poor strategic decisions that could hinder future growth (Laudon and Laudon, 2020).
Data security and regulatory compliance represent further weaknesses within the existing system. The case study identifies inadequate access controls and poor data management practices, increasing the risk of unauthorised access to sensitive information. 
Under GDPR, organisations are expected to implement appropriate technical and organisational measures to protect personal data (Information Commissioner's Office, 2026). Failure to manage personal information appropriately can therefore result in financial, legal and reputational consequences. Effective information systems should incorporate appropriate security measures, including access controls and monitoring, to reduce organisational risk (Bocij, Greasley and Hickie, 2019).
Finally, the absence of integration between departments creates operational inefficiencies throughout the organisation. Sales, finance and inventory management each operate independently, requiring employees to manually transfer data between systems. This duplication of effort increases the likelihood of human error, wastes valuable staff time and prevents departments from working collaboratively. Enterprise-wide systems can integrate business functions and allow information to flow effectively throughout an organisation (Tavana, 2017).
Overall, Maldiva Ltd.'s current information systems are no longer capable of expansion. Reliance on manual processes, fragmented customer data, delayed reporting, weak security and disconnected departmental systems has created operational challenges that require a comprehensive and integrated information system solution.
3. Recommended Information System Solution
Based on the problems identified, Maldiva Ltd. would benefit from replacing its disconnected systems with an integrated, cloud-based Enterprise Resource Planning (ERP) system. 
The proposed solution should combine inventory management, customer relationship management (CRM), sales and finance functions within a single platform, supported by business intelligence (BI) and appropriate security controls. The objective is to create an integrated information environment so data can be shared across the organisation in real time.
Enterprise systems are designed to connect different business functions and enable information to flow between them, reducing duplication and creating a more consistent source of organisational data (Laudon and Laudon, 2020). 
This is appropriate for Maldiva Ltd. because they operate across 30 physical stores as well as an e-commerce platform. As the business continues to expand, a scalable integrated system would provide a foundation for growth rather than requiring additional disconnected systems to be introduced.
3.1 Integrated Inventory Management
The first priority should be the introduction of an automated inventory management module. Each store and the e-commerce operation should be connected to a central inventory database, allowing stock levels to be updated automatically whenever a product is purchased, returned or transferred between locations.
Barcode or similar automated identification technology could be used to reduce the amount of manual data entry required. Managers would have access to a real-time view of stock levels across the organisation. This would significantly reduce the likelihood of products being advertised online when they are no longer available and would allow management to identify overstocked and understocked products quickly.
The system could also provide automatic stock alerts and support demand forecasting. For example, if sales data indicates that a particular electronic product is selling more quickly than anticipated, the system could alert staff before stock is exhausted, improving operational efficiency while reducing lost sales and unnecessary stockholding costs.
3.2 Customer Relationship Management
An integrated CRM module should operate alongside the inventory and sales functions. Instead of customer information being distributed across separate systems, Maldiva Ltd. would maintain a central customer record containing relevant purchase history, communications and customer-service interactions.
This would provide employees with a better understanding of individual customers. Staff could access previous purchases and interactions when dealing with complaints, reducing the need for customers to repeatedly explain their circumstances. The marketing department could also use purchasing information to develop more relevant promotional campaigns.
The CRM system should include appropriate consent and privacy controls so that personal information is processed lawfully. This would improve customer service while also helping Maldiva Ltd. manage its responsibilities concerning personal data. Bocij, Greasley and Hickie (2019) highlight the importance of effective information management in supporting organisational processes and relationships with customers.
3.3 Business Intelligence and Decision-Making
The proposed system should also incorporate Business Intelligence (BI) dashboards that provide management with current information about sales, stock, customer behaviour and financial performance, replacing the existing reliance on manually produced spreadsheets.
For example, senior managers could monitor sales performance by store, identify best-selling products, compare online and physical sales, and identify changes in demand. 
Managers would therefore spend less time collecting and preparing information and more time interpreting, and acting upon it (Shollo and Galliers, 2016).
This represents an important change from simply automating existing processes. Information systems can provide strategic value when managers are able to use accurate information to identify trends and make informed decisions (Visinescu, Jones and Sidorova, 2017). For a growing retailer such as Maldiva Ltd., timely management information would also support future decisions concerning stock purchasing, marketing and store expansion.
3.4 Finance, Security and Scalability
Finance should be integrated into the proposed ERP platform. Sales transactions could feed automatically into financial records, reducing duplicated data entry and improving accuracy of financial reporting. This would allow finance staff to spend less time reconciling information from different departments.
Security should be designed into the system from the outset. Role-based access controls would ensure that employees can only access information appropriate to their responsibilities. For example, a store employee may need access to stock information but not necessarily to detailed financial or customer data. 
Additional measures such as encryption, secure authentication, audit trails and regular backups would also reduce the risk of unauthorised access or data loss.
Cloud-based solutions could support Maldiva Ltd.'s future expansion without requiring continual investment in extensive physical infrastructure (Mell and Grance, 2011). Enterprise information systems can support the integration and digitalisation of business functions, helping organisations develop more coordinated and scalable operations (Tavana, 2017). 
Overall, the proposed integrated ERP solution would address central weaknesses identified in existing systems, and provide a single flow of information between sales, inventory, customer service and finance, while BI capabilities would turn operational data into information that management can use for decision-making.
4. Implementation Plan
Introducing an integrated information system across 30 stores represents a significant organisational change and should be implemented in stages. A poorly managed implementation could disrupt trading and create resistance among employees. 
Bocij, Greasley and Hickie (2019) identify systems implementation and change management as important considerations when developing and introducing business information systems (Motwani et al., 2002).
The first stage should involve requirements analysis. Management should consult employees from sales, finance, inventory, customer service, marketing and IT to establish precisely what the new system must achieve. Existing processes should be documented and unnecessary or inefficient procedures identified before the new system is configured.
The second stage should involve vendor and system selection. Maldiva Ltd. should compare potential ERP providers against criteria including functionality, scalability, security, integration capability, cost, technical support and GDPR requirements. The organisation should avoid selecting a system based solely on its initial purchase price, as implementation, training, maintenance and upgrades can represent significant costs.
The third stage should focus on data preparation and migration. Existing customer, inventory and sales data should be reviewed, cleaned and standardised before being transferred into the new system. Duplicate or inaccurate records should be removed where appropriate. This is particularly important because transferring poor-quality information into a new system would simply reproduce existing problems.
The system should then be piloted in a limited number of stores before being introduced across the organisation. A pilot would allow Maldiva Ltd. to identify technical problems, integration issues and staff concerns without exposing all 30 stores to potential disruption. Feedback from employees should be incorporated before wider implementation.
Employee training should form a major part of the implementation. Staff need to understand how to operate the new system and why the change is necessary. Training should be role-specific, with additional support provided during the transition. Management should also recognise that resistance to change is possible, particularly among employees who are comfortable with existing processes. Effective change management is therefore essential to ensuring that the technical capabilities of a new system translate into actual organisational benefits (Bocij, Greasley and Hickie, 2019).
Following successful testing and training, the system can be introduced across remaining stores and e-commerce operations. The implementation should be monitored through measures such as inventory accuracy, order fulfilment times, customer complaints, reporting times and system adoption. A post-implementation review can identify further improvements.
This phased approach reduces implementation risks while allowing Maldiva Ltd. to realise benefits progressively rather than attempting a potentially disruptive organisation-wide change in a single step.
5. Conclusion
Maldiva Ltd.'s continued growth exposed significant weaknesses in its existing information systems. Manual inventory processes, fragmented customer information, spreadsheet-based reporting, poor security and disconnected departmental systems revealed inefficiencies that increasingly restricted the organisation's development.
The recommended solution is an integrated, cloud-based ERP system incorporating inventory management, CRM, finance and BI capabilities. Such a system would provide a centralised flow of information across the organisation, improving stock accuracy, customer service and management reporting while reducing duplication and manual processing.
The recommendation should not, however, be viewed simply as a technology purchase. Successful implementation will depend on careful planning, accurate data migration, employee training, testing and effective management of organisational change. A phased implementation beginning with requirements analysis and a controlled pilot would allow Maldiva Ltd. to minimise disruption and address problems before the system is rolled out across all locations.
An integrated information system gives Maldiva Ltd. a stronger technological foundation for growth. Accurate and accessible information would allow the organisation to operate efficiently, respond more effectively to customers and make better-informed decisions. The investment would therefore support the resolution of Maldiva Ltd.'s current problems, and its longer-term strategic development.
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