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[bookmark: _343qaj9sag99]1. Introduction
[bookmark: _oahf9cmhbyjr]1.1 Overview of Business Case and Key Challenges
Maldiva Ltd. is the fastest-growing consumer electronics retailer operating through an e-commerce platform alongside 30 physical stores. The organisation has experienced significant sales growth in the past few years with the aim of further expansion, but its existing information system obstructs the process of business expansion. As a result, the organisation failed mostly due to operational inefficiency, compliance risks, communication barriers, and poor data management, which are limiting the organisational ability to achieve long-term sustainable growth. The case study demonstrated several difficulties, including inventory inaccuracies, insufficient reporting systems, and fragmented consumer information, weak controls in data protection, and poor integration between functional departments. These operational inefficiencies at Maldive Ltd. are reducing the rate of customer satisfaction, increasing cost, and preventing organisational ability for long-term growth with strategic decision-making. 
[bookmark: _airzrvoftwvm]1.2 Central purpose of the report 
The retail sector of the United Kingdom has become dependent on digital information systems for maintaining long-term competitive advantage in a rapidly changing business environment. Digital and physical integration is crucial in modern retail. At the beginning of 2026, internet sales accounted to 27.5% of total retail sales in Great Britain, signifying the cruciality for integrated systems supporting both the online and physical operations. Customers' expectations are increasing day by day, which is generating demand for inventory visibility and real-time information to maintain competitiveness (Ma, 2026). 
The case study highlights that current systems of Maldiva Ltd. are dependent on manual process what is limiting the business scope and losing customers’ trust and attention due to poor operational activity and service quality. The primary aim of the report is to examine the existing information systems of Maldiva Ltd. Based on findings of challenges and operational gaps, this report aims to suggest suitable integrated information systems that can effectively improve organisational decision-making and customer satisfaction through efficient information management. Therefore, the implementation plan will be included by considering the need to fulfil ethical and regulatory requirements. 
[bookmark: _jasa2c2sch1y]2. Evaluation of Existing Systems
[bookmark: _cva2cdh257ql]2.1 Inventory Management System
The most crucial operational issue Maldiva Ltd. is facing is due to the usage of a manual inventory process. Manual update of inventory data across physical stores and online platforms, leading to discrepancies between recorded data and actual data. Frequent purchase of customers leading to the discovery of unavailability of products online, which results in increased customer complaints and reputational damage to the organisation. 
In retail operations, inventory management plays a crucial role as they offer accurate information about stock availability and automates restocking activities. Several studies revealed that organisations which are using automated inventory management systems offer positive outcomes by mitigating stock shortage and excessive inventory costs.  The manual system of Maldiva Ltd. increases human errors. Overstocking and stockouts caused inventory distortion, leading to a huge amount of profitability loss. Maldiva Ltd.‘s current inventory system lacks visibility. Modern retailers are dependent on a smart, automated inventory system that is capable of updating stock. Without this approach, accurate forecasting is not possible (Haider and Lucas, 2024).     
[bookmark: _ne55bwh0gdf7]2.2 Customer Relationship Management (CRM)
Maldiva Ltd.’s another weakness arose due to the absence of a well-managed CRM system. Customer data is spread out across disconnected databases, making it difficult to track the nature of customer interaction and behaviour. 
CRM systems are mainly designed for the collection, management, and evaluation of information related to customers for personalised marketing initiatives. These systems play a crucial role in supporting customer retention and developing customer relationships by offering valuable customer information (Stefanov et al. 2023). Fragmented customer record at Maldiva Ltd is preventing the marketing team from developing an attractive campaign by gaining access to the complete customer history. From an operational perspective, fragmented data of customers increases response time, delaying complaint resolution. Support staff face difficulties in retrieving information from multiple sources in Maldiva Ltd., which decreases the customer satisfaction rate and overall organisational efficiency. It affects customer loyalty in the intensely competitive electronics retail market (Goodman, 2019).
[bookmark: _f01davv1up5h]2.3 Decision Making and Management Reporting 
The process of decision-making in Maldiva Ltd. is reliant on spreadsheets, which are manually prepared. Sales reports are made from the compilation of extracted data from different sources and systems. This process often appeared as inefficient and time-consuming, which is prone to errors.
Data-driven decision making has become important in the electronic retail industry as organisations are intending to use advanced analytics to enhance the accuracy of forecasting in comparison with brands using traditional and manual reporting methods. Accurate forecasting increases sales opportunities through the improvement of staff retention and optimisation of inventory levels (Keith, 2023). Current initiatives of Maldiva Ltd. are falling due to an outdated information system. Management Information Systems (MIS) can offer managers of the brand with relevant and accurate information, which can play a significant role in planning and involvement in decision-making activities (Hamdat et al. 2024).  
[bookmark: _w6vpyytq1kx4]2.4 Security Concerns and Data Protection
The information system of Maldiva Ltd. presents cybersecurity and data protection risks. Storing customer information in different platforms increases vulnerability and security concerns, as it has inadequate access to security measures. These practices increase incidents of data breaches due to the allowance of unauthorised access.
Compliance with UK GDPR requires brands to incorporate appropriate organisational and technical measures for safeguarding information. Ethical management of information requires transparency. Failure to comply can lead to potential financial and legal penalties, increasing the chances of reputational damage (Sadoian, 2024). Cybersecurity threats are increasing due to unethical technology application and unawareness regarding the usage of digital information systems. Maldiva Ltd. is also facing issues of increased cybersecurity vulnerability due to stored data in several platforms, increasing issues related to data confidentiality (Aslan et al. 2023). 
[bookmark: _jdfgig9aeb2]2.5 Lack of System Integration 
The absence of system integration is another crucial issue as it obstructs the organisational functions. Inventory, sales, finance, and departments of customer service operate using different software application what lack in maintaining proper communication with each other. Gaps in information flow create a barrier to organisational improvement and efficiency as employees in Maldiva Ltd. manually transfer information. 
An integrated information system is highly effective in enhancing organisational performance through the facilitation of information sharing and collaboration. Without integration, consistency cannot be achieved. For Maldiva Ltd., operational cost is increasing because of repetitive findings of information from different sources, which also reduces operational productivity by increasing errors. Fragmented information sources make it difficult for managers to gather accurate customer information. The scenario represents the need for an integrated information system that can support the objectives for future expansion of Maldiva Ltd. and increase its operational efficiency (Hamdat et al. 2024).
Overall, the examination is showing that the existing systems of Maldiva Ltd. are inefficient and not capable enough to offer customer satisfaction, accurate alignment with regulatory compliance, offer operational efficiency, and future growth.  
[bookmark: _43elovd6cipw]3. Recommended Solution
[bookmark: _hjehf63yc183]3.1 Enterprise Resource Planning (ERP) System
To notably address the recognised challenges, the implementation of a strong cloud-based ERP system with integrated CRM and Business Intelligence Capability can offer worthwhile results. Integration of ERP systems can bring multiple platforms into a single performing platform, allowing an organisation to manage finance, sales, inventory, reporting, and procurement in an effective way through a combined database. SAP Business One, Microsoft Dynamics 365, and Oracle NetSuite can be helpful to offer real-time inventory tracking across online and physical platforms of Maldiva Ltd. It can automatically update information through the reduction of inventory discrepancies and improving long-term performance (Elbahri et al. 2019).    
[bookmark: _lyv8ig18sydo]3.2 Integrated CRM Module 
Incorporation of a CRM module with the ERP system is crucial in this case, as centralising information of customers of Maldiva Ltd. is necessary for further improvement. It can allow sales, customer service, and marketing teams to gain access to customer profiles in a transparent way. Integrated CRM can support personalised marketing initiatives and campaigns on the basis of customer preferences and changing behaviour. Customer-centred CRM strategies enhance retention rate and increase the lifetime value of potential customers. For the case of Maldiva Ltd., this achieved capability can strengthen customer relationships and enhance the satisfaction rate through high-quality service (Ismaili, 2015).  
[bookmark: _tgr5u17hill8]3.3 Security Features and GDPR Compliance 
A crucial justification for the implementation of ERP is the improvement of regulatory compliance and data security. The suggested system must adopt security controls like multi-factor authentication, automated backup, end-to-end encryption, and a strong security monitoring system, which can significantly reinforce the requirements of UK GDPR. It can reduce risk related to cybersecurity. Centralised security management can improve monitoring and accountability capabilities (Arola, 2019).  
[bookmark: _v06jga7n7724]3.4 Cost, Scalability, and Benefits 
Implementation of the ERP system requires a high investment cost, which is definitely justified for the long-term benefits that can be achieved to improve the overall performance of Maldiva Ltd. The cost of implementation service, employee training, and software licensing can transition into high efficiency and reduced errors. This cloud-based solution can gradually reduce the cost of infrastructure and offer organisational flexibility in several cases. A small-sized organisation adopts an ERM and CRM system to achieve scalability (Rahman et al. 2025).   
[bookmark: _6gizm2gk2mo2]4. Implementation Plan
Phase 1: 
At the initial phase, a comprehensive analysis is needed for the accurate implementation by assessing business needs. Organisational stakeholders from sales, inventory, marketing, finance, and customer service sectors should have collaborative participation in recognising the organisational objectives, as well as the requirements of systems (Demyanova et al. 2018). 
Phase 2:
In the next phase, the selection of an ERP vendor will be crucial, as cost, functionality, security, scalability, incorporation support, and capabilities regarding integration should be assessed. A structured process to evaluate vendors can effectively reduce implementation risks and increase the organisational likelihood of bringing suitable solutions (Demyanova et al. 2018).   
Phase 3:
In this phase, system configuration and data migration will be important tasks. For that, existing customer, financial, sales, and inventory data must be properly migrated to the system, as ensuring data quality is crucial for giving accurate information; otherwise, inaccuracy can lead to decreased performance. Alignment of the configuration with the process of Maldiva Ltd. is required (Demyanova et al. 2018). 
Phase 4: 
The newly integrated system must be tested before final application, as it can verify accuracy in the integration process and monitor inventory management, finance, reporting, CRM, and functions in e-commerce platforms. In selected stores, pilot implementation can be fruitful in the identification of technical issues (Demyanova et al. 2018). 
Phase 5: 
Employee resistance can be a significant challenge for overcoming the issues extensive training programme should be arranged so Maldiva Ltd.’s employees can be familiar with new systems and get knowledge about its functionality. Including technical support, offering a user manual, and arranging workshops can offer a successful outcome (Demyanova et al. 2018). 
[bookmark: _a5knuanwuh8h]5. Conclusion
In a nutshell, Maldiva Ltd.’s growth has created several challenges within its current information system. Fragmented records of customer data, a manual process of inventory management, inadequate data protection, poor integration between departments, preventing the brand from future expansion, and achieving effective operational excellence. This report has discussed underlying issues with Maldiva Ltd. and suggested activities that can improve the organisational practices through the incorporation of modern and advanced information systems. It has proposed the implementation of a cloud-based system ERP and CRM to support future growth, aligning with regulatory compliance. It has also talked about centralising customer information and controlling security measures for improving decision-making in the organisational setting. An implementation plan is included to achieve the objective and lead towards high performance.
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