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1. Introduction
Maldiva Ltd. is a growing retail company selling consumer electronics. It operates 30 physical stores alongside an online shopping platform. While sales have increased rapidly, the company’s current information systems are outdated and cannot support this growth. According to Bocij, Greasley and Hickie (2018), alignment between business operations and information systems architecture is essential for maintaining competitive advantage and supporting organizational growth. As IT consultants hired by the CEO, our main objective is to evaluate these operational problems and propose a modern information system to improve efficiency and customer satisfaction.
The company currently faces five major operational challenges:
· Inventory Discrepancies: Stock tracking is done manually, causing differences between online stock and physical stores. This results in stockouts, customer complaints, and frequent refunds.
· Fragmented CRM: Customer data is saved across different, disconnected systems. This makes it difficult for marketing to send targeted offers and for customer support to find purchase history.
· Slow Decision-Making: Reports are created manually using spreadsheets. This manual work leads to errors, outdated data, and slow responses to sales trends.
· GDPR Non-Compliance: The systems lack proper security controls, placing customer data at risk of unauthorized access and non-compliance with data protection laws. As highlighted by Stair and Reynolds (2020), failure to secure customer data in modern digital business environment exposes organizations to severe legal and financial liabilities.
· Lack of System Integration: Departments such as Sales, Finance, and Inventory use separate software that cannot share data automatically, forcing staff to transfer information manually.
2. Evaluation of Existing Systems
Manual Inventory Management and Stock Discrepancies 
The primary operational weakness within Maldiva Ltd. is its reliance on a manual inventory tracking system. Because inventory updates are not performed automatically, there is no real-time visibility across the 30 physical stores and the e-commerce platform. Store managers and warehouse staff cannot verify current stock levels accurately. According to Laudon and Laudon (2020), manual processes in multi-channel retail significantly increase the risk of data entry errors and inventory misalignment. This breakdown frequently leads to stock discrepancies, where online customers order items that are already out of stock physically. As a result, the company experiences high rates of order cancellations, delayed deliveries, financial losses from refunds, and severe customer dissatisfaction. Furthermore, stores face holding costs for overstocked products while losing revenue on understocked items.
Lack of System Integration Across Departments 
A major root cause of these operational errors is the complete lack of integration between core departments, including Sales, Finance, and Inventory. Each physical branch and department operates in an isolated system, forcing employees to transfer data manually from one program to another. Chaffey and Ellis-Chadwick (2019) highlight that isolated information systems create departmental silos, which reduce operational agility and increase administrative costs. This fragmented setup creates significant administrative overhead, increases human error, and prevents management from having a single, unified view of daily business performance.
Impact on Marketing and Customer Relationship Management (CRM) 
Because internal systems are disconnected, customer data and purchase histories are stored in separate, unlinked databases. This creates a severe barrier for the marketing team, making it nearly impossible to analyze customer preferences, track buying habits, or launch targeted promotions and loyalty campaigns. Additionally, the customer support team struggles to handle complaints efficiently because they lack immediate access to order records and transaction histories. Without centralized customer data, Maldiva Ltd. cannot attract or retain customers effectively in a competitive market.
Inefficient Reporting and GDPR Compliance Risks
Furthermore, management relies heavily on manually compiled spreadsheets for strategic decision-making. This reporting process is slow, prone to calculation errors, and delivers outdated information, hindering accurate sales forecasting and trend analysis. Finally, the current system lacks centralized role-based access controls, leaving sensitive customer personal data exposed to unauthorized staff. Under current regulations such as the General Data Protection Regulation (GDPR), holding unsecured customer data poses severe legal penalties, potential regulatory fines, and permanent reputational damage in the event of a cyber security incident.
3. Recommended Solution
Proposed Enterprise Resource Planning (ERP) System 
To resolve the operational bottlenecks identified at Maldiva Ltd., it is recommended to implement a cloud-based Enterprise Resource Planning (ERP) system integrated with a centralized Customer Relationship Management (CRM) module. According to Baltzan (2021), modern ERP systems serve as a single backbone for organizational data, replacing fragmented applications and automating cross-departmental workflows. By transitioning from disconnected legacy tools to an enterprise-wide cloud solution, Maldiva Ltd. will streamline operations across all 30 physical stores, central warehouses, and the e-commerce platform.
Real-Time Inventory Synchronization 
The core feature of the proposed ERP system is an automated, real-time inventory management module. Every point-of-sale (POS) terminal in physical stores and the online retail platform will connect to a unified database. When a purchase is completed in-store or online, stock levels will update instantaneously across the entire network. This eliminates stock discrepancies, prevents online orders of out-of-stock items, reduces customer complaints, and minimizes financial losses related to refunds. Furthermore, automated reorder alerts will optimize stock replenishment, preventing both stockouts and holding costs associated with overstocked goods.
Centralized Customer Relationship Management (CRM) 
Integrating a centralized CRM module within the ERP environment will consolidate customer data into a unified database. Turban, Outland, King, Lee, Liang, and Turban (2018) emphasize that integrated CRM systems enable organizations to deliver personalized customer experiences by providing an end-to-end view of transaction histories and interactions. The marketing team will gain direct access to buying behaviors, enabling targeted promotional campaigns and customer loyalty initiatives. Simultaneously, customer support teams will have immediate visibility into purchase records, significantly improving resolution times and customer retention.
Business Intelligence and Automated Decision-Making 
The proposed system will replace manual spreadsheet reporting with automated Business Intelligence (BI) dashboards. Management will have access to real-time sales trends, financial reports, and demand forecasting tools. Removing human intervention in data entry reduces reporting errors, accelerates strategic decision-making, and allows leadership to respond quickly to market changes and revenue opportunities.
Enhanced Data Protection and GDPR Compliance 
To address cybersecurity threats and legal requirements, the cloud ERP system features Role-Based Access Control (RBAC) and automated data encryption. Only authorized personnel will have access to specific customer records based on their operational duties. This ensures full compliance with GDPR regulations, mitigating the risk of data breaches, regulatory penalties, and brand damage.
Justification: Business Needs, Efficiency, Cost, and Scalability 
A cloud-based ERP solution is highly cost-effective and scalable for Maldiva Ltd.’s expansion strategy. Cloud architecture eliminates the need for expensive on-premises hardware and dedicated server maintenance, reducing initial capital expenditure. The system operates on a flexible subscription model (SaaS), allowing Maldiva Ltd. to add new physical stores or digital channels seamlessly as the business continues to grow.
4. Implementation Plan
Project Phasing and Vendor Selection 
To ensure a smooth transition, Maldiva Ltd. must adopt a structured, phased implementation methodology. The first phase involves selecting a reputable cloud ERP vendor and assembling a specialized project management team. This cross-functional team will oversee data cleansing and data migration from legacy spreadsheets to the new central system. Conducting pilot testing in two or three physical stores prior to full rollout allows the technical team to identify software bugs, refine system parameters, and prevent data loss during full deployment.
Hardware and POS System Integration 
Achieving complete operational uniformity across all 30 physical stores and the e-commerce platform requires full hardware and software integration. According to Chaffey and Ellis-Chadwick (2019), seamless integration between front-end point-of-sale (POS) systems and back-end inventory databases is essential for real-time data accuracy. All store card payment terminals, barcode scanners, and online payment gateways must be directly linked to the central ERP system. This ensures that every credit card transaction immediately updates inventory counts, sales revenues, and accounting logs simultaneously across the entire retail network.
Staff Training and Capacity Building 
A comprehensive training program must be implemented to guarantee that employees across all departments—including sales, warehouse, and finance—can operate the new system effectively. To maintain continuous business operations without revenue loss, training should be conducted in flexible, phased modules. Utilizing a "train-the-trainer" approach enables store managers to support frontline staff during daily shifts without disrupting normal customer service. Training will focus on real-time inventory lookups, streamlined POS operations, and proper data entry standards to prevent operational errors.
Change Management, Monitoring, and Risk Mitigation 
Employee resistance is a significant risk during enterprise system implementations. As Kotter (2012) notes, successful organizational change requires clear communication regarding the benefits of new technology. Management must clearly explain to staff that the new ERP system is designed to simplify daily tasks, reduce manual workload, and help teams achieve performance targets. Furthermore, continuous monitoring during the post-implementation phase will allow the IT team to resolve technical glitches promptly, prevent operational downtime, and safeguard the business against data loss or inventory shrinkage.
5. Conclusion
Replacing Maldiva Ltd.’s outdated systems with a centralized, cloud-based ERP and CRM solution directly solves the operational challenges across all 30 physical stores and the e-commerce platform. Synchronizing inventory and automating core processes will deliver faster, more effective solutions for daily operations, eliminating stock discrepancies and protecting financial resources. This modern infrastructure empowers employees with reliable tools, reduces manual workload, and establishes clear operational alignment to help teams achieve company sales targets. Furthermore, investing in comprehensive staff training ensures that employees adapt smoothly to the new technology, fostering collaboration and long-term organizational efficiency. Ultimately, this strategic transformation positions Maldiva Ltd. for sustainable growth, compliance, and enhanced customer satisfaction.
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