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Maldiva Ltd. is a ever-growing consumer electronics retailer with 30 physical stores which also has an e-commerce website. As it has been evolving but it has been revealing major gaps in its information systems, notably in the management of inventories, customers, reporting, compliance and interdepartmental integration. With an increased volume and complex transactions, the existing systems are not good enough for supporting efficient operations and to help in informed decision making. In retail, information needs to flow accurately as well as quickly between sales, stock, finance along with customer service departments otherwise the business will not survive in the competitive market [Bidgoli, n.d.; Open Textbook, 2019].
An information system can be defined from two noteworthy points of view. It is basically a integration of hardware, software, databases, networks, people, and procedures that gather, manipulate, store, and share information. Business-wise, it can be used to collaborate, control, plan, analyse and make decisions. For Maldiva, it is not just a question of older version of technology, but a lack of a joined-up system also can cater to the business processes across the entire organisation. The company, therefore, needs a solution that is integrated, scalable and can support the operational and strategic requirements [Saylor Academy, n.d.; Pearson, 2024].
[bookmark: _Toc235025066]Evaluation of Existing Systems
[bookmark: _Toc235025067]Inventory management weaknesses
The first operational shortcoming is that of manually managing inventory. Records of stock are updated slowly and inconsistently, causing discrepancies between the actual stores and the online platform. Sometimes customers order goods online but find that they are not stocked and have to wait for the refunds, complaints and loss of trust. The opposite issue with stock inaccuracy is that can products can end up being overstocked in one area and understocked in another. This occurs unnecessary storage costs, slow downs fulfilment, and profitability reduction [EPRA Journals, 2026a; IJSRCSEIT, 2024].
Of course, manual inventory solutions are not suitable for omnichannel retail environment as inventory is constantly changing and needs to be made visible instantly. Stock records must be automatically updated on every sale, return and transfer throughout the business. That visibility is beneficial to managers for making better decisions about replenishment, distribution along with product availability. For Maldiva, this helps to revenue impact, inefficiency and customer experience issues right on their doorstep [; ].
[bookmark: _Toc235025068]The CRM and customer data fragmentation
The second big failure is the lack of integration of customer data. Customer information is distributed throughout various systems, which makes it hard to create a comprehensive customer profile of purchase history, interactions with service, and preferences. This makes it hard for the marketing team to segment customers into effective groups and send them targeted marketing messages, and it also makes it difficult for the customer support team to respond efficiently to customers' complaints or returns. This compromises the company's ability to develop loyalty and to enhance the customer journey [World Wide Journals, 2020; Bcpublication.org, 2022].
CRM is more than just storing contact information. In retail it can be used to build relationships, repeat sales, to handle complaints and to communicate in a personalised manner. If it is in different systems, there will be duplication, consistency and delay. As a result, Maldiva is not currently able to leverage customer data as a strategic asset. To provide the customer service and revenue growth that a modern retail business demands, it is essential to have a unified view of CRM [Pearson, 2024; ].
[bookmark: _Toc235025069]Delays in reporting and decision making
Reporting is also poorly performed as sales data is manually entered into a spreadsheet. This can be a slow, prone-to-error, and staff-challenged process. Reported information may be no longer valid when reaching the senior management level. This makes it difficult for managers to spot trends early, react to shifts in demand and make real-time comparisons with store performance. With the rapidly evolving nature of the retail industry, the late reporting has a negative impact on agility and the accuracy of forecasting [LACCEI, 2023; ScienceDirect, 2026].
This is important because information used for management should be able to assist at all levels of decision making. Operational: Staff require timely stock and sales information. The tactical level requires trend analysis and exception reporting by the store managers. At the strategic level, executives require dashboards that provide them with an overview of the performance. The present implementation of Maldiva is based on spreadsheets, which do not fulfill these requirements, since they contain static information, not real business intelligence [Weber, 2025; LACCEI, 2023].
[bookmark: _Toc235025070]Security and compliance issue
The scenario also suggests poor access controls and poor data protection practices. This can lead to both the risk of unauthorised access and the risk of not complying with the data protection standards. GDPR stipulates that organisations must process personal data lawfully, fairly, transparently and securely, and that they have adequate technical and organisational measures put in place. It is a significant concern for retailers who have to process customer names, addresses, names and phone numbers, and customer purchase histories [European Union, 2016; European Commission, 2024].
It's not only a legal matter but also a matter of recognition and reputation. Trust will be lost if consumer information is mislead or mishandled, particularly in a digital retail landscape built on customer confidence in privacy and security. The existing system in place at Maldiva does not seem to include role-based permissions, audit trails, and governance mechanisms that makes it more complex to prove accountability. This states that the compliance must be part of the restructure of the information system and not an add-on [European Data Protection Board, 2024; European Union, 2021].
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Another issue is a lack of cooperation between departments. Each department has its own system that doesn't communicate well with the others, the departments include sales, finance, inventory and customer service. This manual entry from one system to another will be time consuming and also have high chance to contain errors, therefore, staff must re-enter data manually, wasting time. This separated system introduces silos and inefficiencies, diminishes responsibility as no single department can have a holistic view of operations [Bidgoli, n.d.; Bcpublication.org, 2022].
For an expanding business, collaboration and integration is a must. All sales simultaneously affect stock, finances, customer records and reporting. When departments work independently, the organisation cannot be a coordinated whole. The recent context in Maldiva hence presents a challenge to effective operation and also contributes to a difficult business growth management. There is a need for an integrated system to create a single source of truth for all the day to day and long term functions [; Pearson, 2024].
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A cloud-based ERP system is the most demanding of both worlds as the centrepiece of a comprehensive integrated information architecture. ERP can be used for the reasons stated above – it integrates finance, sales, purchasing, inventory and reporting within a single database and a consistent process framework. This minimizes data duplication, standardizes processes and makes sure all departments have the same data. In retail stores, ERP plays a crucial role in optimizing inventory management, order processing, and financial coordination [EPRA Journals, 2026b; ].
ERP is also the most appropriate foundation since Maldiva's issues are not just about one function. It's not a single point of failure the company has to deal with; multiple processes have to align and interact together, as a system. This is assisted by ERP, which can be used to tie the transactions together across the organisation and create end-to-end visibility. For a retailer with a bricks and mortar presence as well as an eCommerce channel, this is particularly useful as it has a direct impact on stock, fulfilment and customer service at the same time.
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CRM should always be integrated into ERP and not as a standalone package. A CRM system that is connected would include a single source of data that would store details of purchases, complaints, preferences, and customer engagement. This would enable marketing teams to better tailor campaigns and customer service teams to respond more quickly and correctly. CRM in Retail enhances retention by enabling personalised service and communication that are more relevant [World Wide Journals, 2020; ].
Integration is also important since customer information turns into more valuable when connected to sales and stock records. For instance, management can determine which products are purchased the most by various types of customers, which of its campaigns lead to repeat purchases, and which stores earn the highest customer loyalty. This not only results in better service but also in better revenue, too. But when CRM is integrated into the larger enterprise system, it brings commercial value [Pearson, 2024; Bcpublication.org, 2022].
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Inventory control needs to be automated and connected in real time to the sales and order processing systems. The central database should be immediately updated with every order placed online, sale made at the store, return or stock transfer. It would also enhance demand planning and replenishment and help Maldiva to prevent losing sales and carrying excessive inventory [IJSRCSEIT, 2024; EPRA Journals, 2026a].
Consumer electronics are particularly sensitive to automated inventory control due to short product cycles and fast fluctuation in product demand. Items going out of stock or out of date can lead to losses in a hurry when stock is delayed. Live inventory visibility will enable Maldiva to accelerate their fulfilment, avoid customer frustrations and maintain control of their working capital. Thus, inventory automation helps improve operational efficiency and financial results.
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In order to achieve the objectives of scalability, flexibility, and seamless integration at multiple locations, the most suitable cloud deployment model would be the Cloud App Service. cloud-based systems could scale to accommodate more users, stores and transactions without the expense of large-scale on-premise infrastructure upgrades as Maldiva scales. Cloud solutions also make maintenance, updating and remote connectivity easy, a benefit for a retailer with multiple locations [IJSRCSEIT, 2024; Pearson, 2024].
The cloud model should be implemented with governance, though. Vendors need to have a strong security, data backup, authentication mechanism and service-level agreements in place for Maldiva. When implemented properly, it offers the necessary flexibility and assists performance and control [European Commission, 2024; European Union, 2016].
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Malvidia's current reporting is too slow and fragmented to support effective control and business intelligence should be the highest level of the new system. BI transforms ERP and CRM data into dashboards, visual reports and performance summaries which managers can use to monitor operations. It therefore helps the company to transition from manual reporting to the evidence-based fast forward management [LACCEI, 2023; Weber, 2025].
[bookmark: _Toc235025078]The design of dashboards and the KPIs
There should be dashboards designed for specific users for Maldiva. High level KPIs required for a senior executive include revenue growth, gross margin, customer retention, fulfilment rate and stock availability. There are lots of measures that store managers require for day to day operation, for example, the number of sales per hour, low stock alerts, the number of returns and delivery delays. Marketing managers require information about the response to campaigns, conversion and return purchases [Pearson, 2024; LACCEI, 2023].
[bookmark: _Toc235025079]Implementation Plan
The implementation should start with a business process review and requirements analysis. Before choosing the new system, Maldiva needs to do a workflow map of the current sales, stocks, finance, customer service and marketing. This makes sure that the new platform is created based on the business needs instead of technical ease. The company needs to establish master data standards for products, customers, suppliers and locations [Saylor Academy, n.d.; Bidgoli, n.d.].
Vendor selection. Maldiva needs to select a cloud ERP system that offers CRM, inventory, and BI features or can integrate well with specialized modules. Features should include ecommerce and point of sale compatibility, usability, support, security, scalability, and cost. It is a sensible approach to limit the scope of the roll-out to one or two stores to lower the risks of such an initiative before going all-out [Bcpublication.org, 2022; ].
This is followed by data cleansing & migration. Before transfer, existing records should be verified to ensure that there are no duplications, missing values or obsolete information. Quality data is essential to the success of the new system; this step is critical. Staff training should be based on the role and there should be a super-user within each department to support them. Staff should also be trained in security and GDPR, to ensure they have an understanding of access control and data responsibilities [European Data Protection Board, 2024; European Union, 2021].
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Maldiva Ltd. requires an integrated digital solution as they are currently using a fragmented, manual and insecure system. The best solution is a cloud-based ERP system with CRM, inventory and business intelligence systems. This blend will enhance efficiency, minimize errors, boost customer satisfaction, and aid in effective management decisions [Bcpublication.org, 2022; LACCEI, 2023].
The benefits of the solutions are substantial. Maldiva will get immediate stock visibility, better customer understanding, quicker reporting, enhanced compliance and a more managable business model. With careful implementation, the system will provide the organization the best base for the future regarding the growth of physical stores as well as e-commerce [European Commission, 2024; IJSRCSEIT, 2024].
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