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1. Introduction
Maldiva Ltd. is a fast-growing consumer-electronics retailer with 30 stores and an e-commerce platform. Its growth has exposed serious weaknesses in inventory control, customer information, reporting, data protection and communication between departments. Manual stock records allow online orders to be accepted for unavailable items; customer records are fragmented; spreadsheet reports are late and error-prone; and sales, finance and inventory applications do not exchange data. The resulting refunds, delayed fulfilment, excess stock and weak forecasting threaten customer trust and profitable expansion.
An information system is not simply software: it combines technology, data, people, procedures and organisational arrangements. This proposal therefore treats Maldiva’s problem as a socio-technical and governance failure rather than a narrow IT fault. It evaluates the existing systems, compares three alternatives and recommends an integrated cloud enterprise resource planning (ERP) platform with customer relationship management (CRM), real-time omnichannel inventory, finance and business-intelligence (BI) capabilities. The recommendation is supported by a phased implementation, security-by-design controls and measurable benefits. Because Maldiva is fictional and provides no budget or baseline performance data, all scores, targets and timings are provisional consultancy judgements to be validated during discovery and competitive procurement.
2. Evaluation of Existing Systems
2.1 Socio-technical and information-quality analysis
From a people–organisation–technology perspective, the defects are mutually reinforcing. Technologically, manual inventory and disconnected databases create duplicate records and no reliable ‘single source of truth’. Organisationally, departments use different definitions and transfer data manually, so ownership and accountability are unclear. For employees, repetitive entry increases workload and encourages local workarounds. Replacing software without redesigning processes, responsibilities and training would therefore reproduce many of the same failures.
The existing systems can be evaluated through system quality, information quality, use, user satisfaction and net business benefits. Maldiva performs poorly in each area: applications are inconvenient and unintegrated; stock and customer information is incomplete or late; employees cannot rely on reports; and customers experience cancellations and slow complaint handling. Database integration matters because information creates value only when accurate data can be converted into timely operational and managerial decisions.
The CRM weakness is not solved merely by purchasing a marketing tool. Purchase history, returns, service interactions and consent preferences must be connected to the same customer record. Similarly, BI dashboards cannot correct poor source data. Data owners, common definitions, validation rules and audit trails are prerequisites for trustworthy analytics. Effective omnichannel retail depends on channel and data integration, which directly reflects Maldiva’s conflict between store and online availability.
2.2 Option appraisal and total cost of ownership
Three realistic options were evaluated using criteria derived from the business case and the Technology–Organisation–Environment (TOE) framework. This approach considers technical fit, organisational resources and external pressures such as competitors and regulation. Scores in Table 1 range from 1 (poor) to 5 (excellent); the weighted totals express comparative suitability, not precise financial returns.
Table 1. Weighted decision matrix for Maldiva Ltd.
	Criterion (weight)
	Legacy + interfaces
	Separate specialist tools
	Integrated cloud ERP
	Reason for weight

	Integration and data consistency (25%)
	2
	3
	5
	Root cause of present failures

	Process efficiency (15%)
	2
	4
	5
	Manual work must be removed

	Scalability (15%)
	2
	4
	5
	Further stores and online growth

	Security and compliance (15%)
	2
	3
	5
	High legal and reputational exposure

	Five-year TCO (15%)
	3
	2
	4
	Includes indirect lifecycle costs

	Usability and adoption (10%)
	2
	4
	4
	Benefits depend on actual use

	Implementation risk (5%)
	4
	3
	2
	ERP change is more disruptive

	Weighted total / 5
	2.25
	3.35
	4.55
	Highest score is preferred


Retaining legacy systems and adding interfaces would minimise immediate disruption, but it preserves technical debt and makes future changes dependent on fragile point-to-point connections. Separate best-of-breed products could offer strong specialist functions, yet multiple suppliers, duplicated master data and integration maintenance would increase governance complexity. The integrated ERP has the greatest implementation risk, but it is the only option that directly standardises processes and data across inventory, sales, CRM and finance.
Cost should be evaluated through five-year total cost of ownership (TCO), not licence price alone. The lecture material emphasises installation, training, support, maintenance, downtime, infrastructure and energy as indirect costs. Maldiva should therefore request comparable supplier quotations covering the categories in Table 2, alongside quantified benefits from fewer cancellations, lower stockholding, reduced administration and faster decisions.
Table 2. Five-year cost and benefit framework
	Area
	Illustrative items
	Evaluation approach

	One-off cost
	Discovery, configuration, migration, integration, testing and training
	Supplier quotations plus 15–20% contingency

	Recurring cost
	Subscriptions, support, security monitoring and interface maintenance
	Five-year discounted cash-flow comparison

	Operational benefit
	Lower cancellations, stockholding, re-entry and reporting time
	Baseline and post-implementation KPIs

	Strategic benefit
	Scalability, improved customer experience and better decisions
	Scenario analysis; avoid treating uncertain benefits as guaranteed


3. Recommended Solution
3.1 Integrated cloud ERP architecture
Maldiva should procure a modular cloud ERP designed for multi-site and omnichannel retail. A competitive tender should compare platforms such as Microsoft Dynamics 365 Business Central, Oracle NetSuite and SAP Business One against the requirements matrix; naming examples does not predetermine the supplier. Important decision factors include relative advantage, security, accessibility, financial value, top-management support, regulation and vendor lock-in.
The core design should include one product master, customer master and real-time inventory ledger. Every sale, return, delivery and transfer would update available stock across stores and online channels. Available-to-promise rules should reserve stock when an online order is confirmed and release it when payment fails or an order is cancelled. Barcode scanning, cycle counts, reorder points and exception reports would reduce discrepancies, but process discipline remains essential: an ERP cannot make inaccurate physical counts reliable.
The CRM module should connect purchases, returns, support cases and marketing permissions to one customer profile. Support staff could verify transactions quickly, while marketing could create relevant segments without exporting uncontrolled spreadsheets. BI dashboards should show role-specific measures: revenue, margin and inventory turnover for executives; local stock, ageing items and replenishment alerts for store managers; and campaign conversion and consent status for marketing. Forecasts should support rather than replace judgement, especially for new products with little historical evidence.
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Figure 1. Proposed integrated information-system architecture for Maldiva Ltd. (author’s own work).
3.2 Security, privacy, ethics and sustainability
Security must be embedded across the architecture. Risk management should cover governance, identification, protection, detection, response and recovery. Maldiva should apply role-based access and least privilege, multi-factor authentication for privileged and remote users, encryption in transit and at rest, central logs, patching, tested backups, incident response and supplier assurance. Cloud providers should also be assessed against clear security, resilience, data-separation and governance requirements.
Customer processing must follow the seven UK GDPR principles: lawfulness, fairness and transparency; purpose limitation; data minimisation; accuracy; storage limitation; integrity and confidentiality; and accountability. A Data Protection Impact Assessment (DPIA)—not merely a general privacy review—should examine migration, profiling, integrations and residual risks before go-live. Retention and deletion rules, subject-access workflows and consent records should be configured centrally. Personalisation should remain proportionate and explainable; customers must be able to object to direct marketing and associated profiling.
Sustainability should form part of supplier selection rather than being used as an unsupported claim that ‘cloud is greener’. Cloud consolidation may reduce local servers and duplicated storage, but data centres, backups and analytics still consume energy. Environmental impact should therefore be considered alongside TCO and organisational value, while sustainable infrastructure requires provider accountability and energy-aware design. Maldiva should assess provider carbon reporting, renewable-energy strategy, data retention, equipment lifecycle and the ability to scale resources down as well as up.
4. Implementation Plan
4.1 Phased delivery, governance and adoption
A nine-month phased programme is safer than a ‘big bang’ rollout because Maldiva can test real order journeys before exposing all stores. A steering group should include an executive sponsor, project manager, IT, data protection, finance, e-commerce, inventory, store, marketing and customer-service representatives. Critical success factors include top-management support, user training, effective project management and clear objectives.
Table 3. Proposed implementation roadmap
	Phase
	Indicative timing
	Principal activities
	Gate / evidence

	1. Discovery
	Weeks 1–4
	Map processes, data and controls; agree KPIs and requirements
	Approved business case and requirements

	2. Procurement and design
	Weeks 5–10
	Tender, demonstrations, TCO, security and contract review
	Selected supplier and solution design

	3. Data preparation
	Weeks 8–16
	Clean, deduplicate, assign owners and trial migrations
	Reconciled migration dataset

	4. Configure and test
	Weeks 11–24
	ERP setup, APIs, end-to-end, performance, security and recovery tests
	User acceptance and recovery evidence

	5. Pilot
	Weeks 25–30
	Two contrasting stores plus online fulfilment
	Pilot KPIs met and defects resolved

	6. Staged rollout
	Weeks 31–38
	Deploy by store group; enhanced support and monitoring
	All locations stable

	7. Benefits review
	30/90/180 days
	Compare results to baseline; prioritise improvements
	Signed post-implementation review


Data cleansing is a formal project deliverable, not an administrative afterthought. Product, customer, supplier and location records should be deduplicated, validated and assigned accountable owners. Trial migrations must reconcile stock, customer balances and finance totals. Configuration should favour proven processes and limited customisation, because recreating every legacy practice increases cost and upgrade difficulty.
User adoption should be designed using the Technology Acceptance Model. Perceived usefulness can be increased by demonstrating quicker stock checks, fewer duplicate entries and easier complaint resolution; perceived ease of use requires role-based training, sandbox practice, concise job aids and local ‘super users’. Employees should participate in design and user-acceptance testing so the change is understood as operational improvement rather than surveillance. Usefulness, ease of use and training are central to successful ERP acceptance.
4.2 Risk control and benefits realisation
Table 4. Principal implementation risks and controls
	Risk
	Likelihood / impact
	Key control
	Owner

	Poor data quality
	High / High
	Data owners, cleansing rules, trial migration and reconciliation
	Data lead

	User resistance
	Medium / High
	Participation, TAM-based training, super users and adoption measures
	Change lead

	Cost or schedule overrun
	Medium / High
	Defined scope, stage gates, contingency and change control
	Project sponsor

	Integration or cutover failure
	Medium / High
	End-to-end testing, pilot, rollback plan and parallel checks
	Technical lead

	Cybersecurity or privacy breach
	Medium / Very high
	DPIA, access controls, encryption, logging and incident exercises
	Security / DPO

	Vendor lock-in or outage
	Medium / High
	Export rights, open APIs, SLAs, resilience evidence and exit plan
	Commercial lead


Benefits must be measured independently from technical go-live. Project delivery on time and budget does not by itself prove organisational value. Maldiva should establish baseline figures during discovery and approve targets such as those in Table 5. The targets are intentionally provisional because the case provides no current measurements.
Table 5. Proposed benefits-realisation measures
	Measure
	Provisional target
	Review point

	Inventory-record accuracy
	At least 98%
	Weekly pilot; monthly thereafter

	Online cancellations caused by unavailable stock
	60% reduction from baseline
	90 and 180 days

	Manual interdepartmental re-entry
	70% reduction
	90 days

	Standard management reporting
	Available same working day
	30 days

	Average complaint-resolution time
	30% reduction
	90 and 180 days

	Training completion before access
	100%
	Before each rollout wave

	Privileged-access review
	100% quarterly completion
	Quarterly


5. Conclusion
Maldiva’s operational difficulties arise from fragmented information, manual work and weak governance. Interfaces around the legacy estate would preserve technical debt, while separate specialist tools would create further integration and ownership problems. The weighted appraisal therefore supports a modular cloud ERP integrating inventory, sales, CRM, finance and BI on governed common data.
The recommendation is not risk-free: implementation can overrun, poor data can contaminate the new system, users may resist and a cloud supplier creates concentration and lock-in risks. However, these limitations are manageable through competitive TCO-based procurement, a DPIA, limited customisation, data cleansing, pilot deployment, contractual exit rights and TAM-informed training. If Maldiva treats the programme as organisational change, verifies benefits against baselines and maintains effective governance, the system should improve stock accuracy, fulfilment, customer service, decision-making and scalable growth.
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