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[bookmark: _Toc238165759]Executive Summary 
This consultancy proposal has assessed the current information system issues facing Maldiva Ltd and proposed a solution: a Customised Enterprise Information System integrated with an ERP system integrated with CRM and Business Intelligence (BI) tools. The fast growth of the company has revealed the shortcomings in the areas of inventory management, customer data management, business reporting, the combination of systems, and data protection. The proposed solution will ensure real-time flow of information, automation, better customer management, and better analytical services. Implementation will be successfully adopted through the use of a phased implementation approach, which will be backed by employee training, integration of the system, and risk management strategies. The proposed system will improve work efficiency, assist in strategic decision-making, and provide a scalable infrastructure in the future.
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[bookmark: _Toc238165760]1. Introduction 
Maldiva Ltd. is a fast-growing consumer electronics retailer that is backed by 30 brick-and-mortar stores and an online service. The expansion of the company has upped the volume of transactions and the complexity of operations, which are susceptible to vulnerabilities in the current information infrastructure of the company. The existing systems seem to be only adequate for the smaller scale but cannot be scaled and integrated to play the role of real-time, data-driven decision-making (Bocij, Greasley and Hickie, 2022). Consequently, Maldiva is exposed to a few related issues such as poor inventory management, customer data fragmentation, poor reporting, less secure data, and lack of communication among various departments. The process of stock transactions under the manual procedure produces discrepancies in stock, and the unintegrated CRM system minimises personalisation and effectiveness in customer service (Kothamaram et al., 2023). In a similar manner, reporting with spreadsheets slows down the decision-making process and introduces more errors, as the lack of access controls poses risks to GDPR compliance. The problems discussed show that the primary challenge to Maldives is lack of efficient information flow, rather than mere outdated technology, and it would need to have an integrated information system to sustain further development (Kowsar and Rahman, 2022). This proposal assesses the current systems used in Maldiva with a recommendation of a customised Enterprise Information System integrated with ERP, CRM and BI solutions and implementation strategies to enhance performance.
[bookmark: _Toc238165761]2. Evaluation of Existing Systems 
The current information systems of Maldiva Ltd. will not be effective in catering to the operational needs of a fast-expanding retail organisation. What should be the primary constraint is not only the application of outdated technology but also the lack of combined information management practices, which would allow the accurate, timely, and safe data flow across departments (Beynon-Davies, 2019). The existing systems bring about inefficiency in operations, business risks, and limit management's ability to make evidence-based decisions (Curtis and Cobham, 2018).


2.1 Manual Inventory Management System 
The manual system of keeping track of inventory is a major weakness in Maldiva operations. The data on inventory cannot be stored in real-time; therefore, the physical stores and the online shop cannot be equipped with the visibility of the right stock (Bocij, Greasley and Hickie, 2022). This creates situations where the customers purchase products that cannot be accessed on the Internet, resulting in cancelations, refunds and frustrations. Additionally, manual data entry exposes the organization to human error and the managers might not find it easy to identify stocked and under stocked commodities. Manual systems might seem cost-efficient because of lower up-front cost; however, the absence of visibility of inefficient use of labour as well as incorrect decisions and missed sales opportunities, coupled with poor demand predictions, renders it not suitable in a growing retail establishment (Caserio and Trucco, 2018).
2.2 Fragmented Customer Relationship Management 
The customer data of Maldiva lies in various fragmented systems that do not enable the organisation to develop an entire picture of customer behaviour. Since there is no centralised CRM, the marketing teams will not be able to use the purchasing patterns analysis or create personal promotional strategies (de Castro, 2022). Equally, customer care staff experience challenges in handling customer complaints since purchase records might not be readily available. Such a disjointed customer experience contributes to a loss of customer satisfaction and makes it difficult to build customer loyalty using personalised customer engagement (Gronwald, 2020).
2.3 Inefficient Reporting and Lack of System Integration 
The reliance of the organisation on manually prepared spreadsheet reports limits effective decision-making. As much as spreadsheets come in handy in small-scale analysis, when handling huge amounts of retail information, it becomes inefficient because data may go obsolete and include errors (Kale, 2016). Additionally, the systems of sales, finance, inventory, and even customer services are autonomous ones, and they form information silos. Departmental transfer of data is done manually by employees, which enhances duplication, diminishes productivity, and postpones business responses (Kothamaram et al., 2023).


2.4 Data Security and GDPR Risks
Maldiva has current systems that have serious issues regarding data governance. The lack of strong access controls poses a risk of unauthorised access to customer information that may lead to data breaches and fines (Kowsar and Rahman, 2022). Organisations are under the Data Protection Act 2010 and GDPR principles to provide personal data confidentiality, integrity, and secure processing. Thus, Maldiva needs to install more aggressive security systems and implement a systematic approach to information management to safeguard customer information and branch out its business (Laudon, Laudon and Traver, 2021).
2.5 Identification of Inefficiencies and Gaps
The current information systems at Maldiva Ltd. have gross inefficiencies that restrain the performance of operations and expansion in the future. Lack of online inventory management leads to inaccurate stock values, which translate to delays in fulfilment and sales losses. The disintegrated customer data will not allow for any personalisation and will lower the quality of customer service (Oladimeji, 2023). Reporting through manual spreadsheet systems causes delays, creates more errors, and limits the use of data to make decisions. In addition, the lack of interconnection between the departmental systems results in repetition of information and ineffective processes. Poor security measures and weak data controls present lapses in compliance, especially the GDPR requirements (Olorunlana, 2023). These inadequacies show that a need to incorporate an integrated information system exists in order to improve the accuracy of data, their connectivity, security and business intelligence. 
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3.1 Recommendation: Customised Integrated Enterprise Information System (ERP–CRM–BI Platform)
Maldiva Ltd. should adopt a customised Integrated Enterprise Information System (EIS) that consists of Enterprise Resource Planning (ERP), Customer Relationship Management (CRM), and Business Intelligence (BI) functionalities to solve current operational problems. The proposed system must be designed uniquely based on Maldiva's retail setup and include all its 30 physical retail outlets, including the e-commerce platform, inventory management, customer management, and financial and reporting functions (Pólkowski et al., 2016). ERP systems like Microsoft Dynamics 365 Business Central, CRM capabilities, and BI analytics solutions can be utilised in creating the system and tailored to the needs of Maldiva. Through this integrated platform, an environment of centralisation of information flow across departments can be realised, whereby real-time flow of accurate data can be realized (Rahman, Zamil and Hoque, 2025). This recommendation has aided operational efficiency, better data management, increased scalability, and allows the management to make faster and evidence-based decisions, as the company expands.
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Figure: Customised Integrated EIS
Source: (Rahman, Zamil and Hoque, 2025)

3.2 How the Recommended System Addresses Business Problems
This Customised-EIS integrated with ERP, CRM, and BI will directly respond to the operations needs of Maldiva Ltd. by enhancing the accuracy of data, the speed of the processes, and decision-making. ERP features will provide real-time inventory lock-in, automatic inventory updates, synchronization between the physical store and the e-commerce store, and demand forecasting (Rainy et al., 2023). It will remove the current issue where customers make orders on unavailable products since online systems can check and confirm the availability of livestock before order confirmation (Zafary, 2020)
The CRM module will also generate an integrated database of all customers with purchase history, preferences, and interactions. This will enable marketing teams to come up with focused promotions and also enable the customer service employees to address complaints more quickly through detailed information about the customer (Beynon-Davies, 2019). It will also enable the management to have a greater understanding of customer behaviour and purchasing patterns.
The BI element will turn operational data into live dashboards, sales analytics, forecasting reports, and performance monitoring tools. This will help the managers to change to responsive decisions, which rely on old-fashioned reports, to data-inspired decisions in terms of strategic planning (Bocij, Greasley and Hickie, 2022).
In addition, the utilisation of sales, finance, inventory and CRM within the same ERP database will eliminate information silos, minimise duplication, as well as increase communication. Stronger safety measures, such as role-based access, encryption, audit trail, and limited permissions, will increase compliance with GDPR (Caserio and Trucco, 2018). Nevertheless, the following measures should also be effective to enable compliance: training of personnel, clarity of data policies, and routine security audits.
3.3 Justification of Recommendation
The suggested Customised EIS platform is reasonable as it is in line with the needs of the Maldiva Ltd. business today and its future development objectives. The system meets the business need perspective in that a retailer with 30 physical stores and a growing e-commerce business integrates guides inventory, sales, customer data, and business activities (Curtis and Cobham, 2018). It will allow Maldiva to handle the growing volumes of transactions and have accurate and accessible information available.
From an efficiency perspective, the system will eliminate the need to rely on manual operations since it will enable automatic inventory updates, reporting, and sharing of data across the departments (de Castro, 2022). This will reduce the workload in the administration, reduce human errors, increase inventory utilisation, and enable managers to access quicker and better-quality reports in decision-making (Gronwald, 2020).
Although it will be costly in the direct costs related to software development, setting up the system, training of staff and maintenance in the short run, long-term benefits are well worth the cost.  Enhanced inventory accuracy will help minimise waste and lost sales, and improved customer understanding will help maximize revenue potential and customer retention (Kale, 2016). Also, a scalable system means less replacement is required in the future due to the expansion of Maldiva. Consequently, the platform offers robust potential return on investment (ROI) to enhance operational performance, mitigate inefficiencies, and contribute to the sustainable growth of the business (Kothamaram et al., 2023).
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3.4 Improvement in Operations, Data Management, and Decision-Making
By automating important business procedures and establishing enhanced departmental coordination, the customised EIS Integrated with ERP-CRM-BI systems will remarkably enhance the performance of Maldiva Ltd. in its operations (Olorunlana, 2023). Inventory control in real-time will minimise the gap between stock and will enhance the fulfilment of orders and maximise the availability of products in both the physical retail outlets and on the online shopping platform. The automation will also help minimise manual data entry and minimise operational errors (Pólkowski et al., 2016).
Regarding data management, the system will introduce a centralised database, which will combine sales and inventory data, customer data, and financial data. This will result in the removal of duplication of data, enhanced accuracy of information, increased security measures, as well as reliable access to required information by the employees (Rahman, Zamil and Hoque, 2025).
The Business Intelligence component will provide real-time dashboards, sales analysis and forecasting reports, and performance insights to make decisions. Rather than the slow spreadsheet reports, managers can determine market trends, understand business performance, and make proactive decisions based on the correct information (Rajnoha et al., 2016). Therefore, the system will allow Maldiva to become a more efficient, data-driven, and customer-centric organisation.
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Implementation Plan
	Phase
	Actions and Tasks
	Required Resources
	Duration (Start–End)

	Phase 1: Requirement Analysis and Planning
	· Assessing business requirements and current system limitations (Bocij, Greasley and Hickie, 2022)
· Defining EIS integrated with ERP–CRM–BI system specifications. 
· Selecting implementation strategy and project scope (Curtis and Cobham, 2018)
	· IT consultants
· Project manager 
· Department managers (Sales, Finance, Inventory, Customer Service)
· Existing system documentation (Caserio and Trucco, 2018)
	Month 1 (January 2026)

	Phase 2: System Development and Integration
	· Customising ERP, CRM, and BI modules according to Maldiva’s requirements (de Castro, 2022)
· Clean and migrate existing business data. 
· Integrating inventory, sales, finance, CRM, and e-commerce platforms (Gronwald, 2020)
	· Software developers
· Database specialists 
· Cloud infrastructure
· Cybersecurity specialists
· Existing business data
	Months 2–4 (February–April 2026)

	Phase 3: Testing and Employee Training
	· Testing system functionality and data accuracy. 
· Identifying and resolving technical issues (Kale, 2016)
· Training employees on new processes and system usage.
	· Testing team
· Training specialists  (Oladimeji, 2023)
· User manuals 
· Employee participation from all departments
	Months 5–6 (May–June 2026)

	Phase 4: Deployment and Evaluation
	· Implementing system across all stores and online operations (Kothamaram et al., 2023)
· Monitoring system performance and user adoption. 
· Collecting feedback and optimise processes.
	· IT support team 
· System administrators (Kowsar and Rahman, 2022)
· Management team
· Performance monitoring tools
	Months 7–8 (July–August 2026)



Estimated Implementation Budget for Customised ERP–CRM–BI System
	Budget Area
	Estimated Cost (£)

	System Development and Customisation
	£80,000

	Software Licences and Cloud Infrastructure
	£50,000

	Data Migration and System Integration
	£35,000

	Employee Training and Change Management
	£20,000

	Testing, Security, and GDPR Compliance
	£25,000

	Ongoing Maintenance and Support (First Year)
	£30,000

	Contingency Fund (10%)
	£24,000

	Total Estimated Investment
	£264,000



Risk Assessment and Mitigation Strategies
	Risk
	Potential Impact
	Mitigation Strategy

	Implementation Cost Overrun
	Higher-than-expected development, licensing, and maintenance costs may affect project budgets (Laudon, Laudon and Traver, 2021)
	Conduct detailed cost planning, use phased implementation, and maintain a contingency budget for unexpected expenses.

	Project Delays
	Delays in system development, data migration, or testing may postpone the launch (Oladimeji, 2023)
	Establish clear project timelines, assign responsible teams, and conduct regular progress reviews.

	Employee Resistance and Training Issues
	Lack of user understanding may reduce system adoption and operational effectiveness.
	Provide comprehensive training programmes, user support, and change management activities before implementation (Olorunlana, 2023)

	Integration Challenges
	Existing systems may not integrate smoothly with the new ERP–CRM–BI platform (Pólkowski et al., 2016)
	Perform infrastructure assessment, data cleansing, compatibility testing, and gradual system integration.

	Data Security Risks
	Migration and implementation may expose sensitive customer information (Rahman, Zamil and Hoque, 2025)
	Apply encryption, access controls, security testing, and GDPR-compliant data management practices.



[bookmark: _Toc238165764]5. Conclusion
The problems that Maldiva Ltd. faces in its operations are mainly brought about by disconnected, ineffective, and non-integrated information systems unable to facilitate its fast business growth. The perceived organised ERP-CRM-BI platform offers a strategic approach by merging inventory management, customer relationship management, business analytics, and departmental procedures into the entire movement (Rahman, Zamil and Hoque, 2025). It will be implemented to increase operational efficiency and decrease data errors, increase compliance with GDPR, and allow faster and data-driven decision-making. Despite the huge costs of developing the system, integrating it, and providing necessary training, the long-term advantages of the system, such as lower operational expenses, customer satisfaction, and scalability of the business, make high potential returns on investment (Rajnoha et al., 2016). 
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The customised ERP-CRM-BI system supports Maldiva’s multi-store
operations, e-commerce expansion, and customer management requirements
by integrating essential business functions into one platform (Kothamaram et
al,, 2023)

The system reduces manual tasks, improves reporting speed, minimises
operational errors, and enhances inventory utilisation through automation and
real-time data access (Kowsar and Rahman, 2022)

Although initial costs include software development, implementation, and
employee training, the long-term ROI is achieved through reduced waste,
improved sales performance, and scalable infrastructure that supports future
expansion (Oladimeji, 2023)
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Area System Improvement

Operations The integrated system automates inventory, sales, and departmental
processes, reducing manual work, errors, and delays while improving
efficiency (Rainy et al., 2023)

Data A centralised database connects customer, inventory, finance, and sales

Management information, improving data accuracy, security, and accessibility (Zafary,
2020)

Decision- BI dashboards provide real-time analytics, forecasting, and performance

Making reports, enabling managers to make faster and more informed strategic

decisions (Beynon-Davies, 2019)
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