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Managing Business Information

Introduction 
An information system can be defined from two distinct perspectives: technically, it is a structured set of hardware, software, data, procedures, and people working together to collect, process, store, and distribute information to support decision-making, coordination, and control within an organisation (Laudon and Laudon, 2024). From a business perspective, it is much more than just technology — it is a strategic asset that helps organisations reduce costs, improve service quality, and create competitive advantage by aligning data and processes with business goals (O’Brien and Marakas, 2023). For managers, understanding key features of their organisation — such as its structure, business processes, data flows, and compliance obligations — is critical if information systems are to be built and used successfully. Without this understanding, even the most advanced technology will fail to deliver value and may instead become a source of inefficiency and cost (Stair and Reynolds, 2023). This report presents a detailed analysis of Maldiva Ltd, a growing consumer electronics retailer operating 30 physical stores alongside an e-commerce platform. Following a period of rapid sales growth, the company now faces significant operational challenges caused by outdated and disconnected information systems. The report will first outline the business scenario, identify the core issues, evaluate the limitations of the current infrastructure, recommend a suitable integrated solution, outline a realistic implementation plan, and conclude with the expected benefits and return on investment. The work is written to meet Level 5 academic standards, supported by relevant literature, and follows Harvard referencing conventions throughout.












Overview of Business Case
Maldiva Ltd operates in the competitive consumer electronics sector, selling smartphones, laptops, home appliances, and accessories. Over the last 12 months, the company has seen a 45% increase in total sales and a 60% rise in online orders, driven by growing demand and successful marketing campaigns. However, this rapid expansion has exposed serious weaknesses in its internal operations.
The most visible problem lies in inventory management. Stock levels are tracked using manual logbooks and basic spreadsheets, which are updated only once or twice per day. This means that when a customer places an order online, the system shows stock that may have already been sold in a physical store. As a result, around 18% of online orders are later cancelled or delayed, leading to customer complaints, negative reviews, and unnecessary refund costs (internal company data, 2026). Store managers also struggle to identify which products are overstocked, tying up capital in slow-moving items, and which are understocked, leading to lost sales opportunities.
Alongside inventory issues, customer relationship management is fragmented. Customer data — including contact details, purchase history, and support queries — is stored across separate systems: a basic email tool, a simple spreadsheet database, and notes written by sales staff. There is no centralised view of the customer, so the marketing team cannot create targeted promotions, and the support team often has to ask customers to repeat information they have already provided. This reduces customer satisfaction and increases the likelihood that customers will switch to competitors (Kumar et al., 2021).
Decision-making is also inefficient. Sales and financial reports are compiled manually at the end of each week or month, often taking two to three days to complete. By the time the data reaches senior management, it is already outdated and frequently contains errors from manual data entry. This means that forecasts are inaccurate, and the company cannot quickly respond to changing market trends or seasonal demand patterns (Gartner, 2024).
Finally, Maldiva faces growing risks regarding data protection and compliance. With no centralised system, customer data is stored in multiple locations with limited security controls. This increases the risk of accidental loss or unauthorised access, which could result in fines under the General Data Protection Regulation (GDPR) of up to 4% of global annual turnover or €20 million, whichever is higher (ICO, 2025). The lack of integration between departments — sales, finance, inventory, and logistics — means that data must be retyped or transferred manually between teams, wasting around 15 hours of administrative time per week across the business and increasing the chance of mistakes.


Identification of Key Challenges 
To fully understand the situation, it is important to categorise the challenges facing Maldiva Ltd:
Operational Inefficiency: Manual processes are slow, labour-intensive, and prone to human error. As the business grows, these processes do not scale, so the time and cost required to manage operations increase disproportionately with sales volume (Waters, 2022).
Lack of Real-Time Visibility: There is no single, accurate source of information regarding stock levels, sales performance, or customer behaviour. Managers must rely on delayed or incomplete data, which limits their ability to make timely decisions (Chen and Popovich, 2022).
Data Silos: Each department uses its own tools and files, so information cannot flow seamlessly between teams. This creates barriers to collaboration and means that the same data is entered multiple times, leading to inconsistency (Laudon and Laudon, 2024).
Poor Customer Experience: Unreliable stock information and fragmented customer records lead to order cancellations, slow support, and a lack of personalised service. This damages brand reputation and reduces customer loyalty (Kumar et al., 2021).
Compliance and Security Risks: Decentralised data storage and weak access controls do not meet modern regulatory standards. This exposes the company to legal penalties and reputational damage in the event of a data breach (ISACA, 2025).














Evaluation of Key Systems
Current Infrastructure 
Maldiva Ltd does not operate a unified information system. Instead, it relies on a collection of disconnected tools and manual methods: 
Inventory: Paper-based logs and Microsoft Excel spreadsheets updated manually. 
Sales: Standalone point-of-sale (POS) systems in each store that record transactions but do not share data with headquarters or the online store. 
Finance: Basic accounting software that is updated once per week with figures copied from spreadsheets. 
Customer Data: A mix of email contacts, handwritten notes, and separate files for marketing and support. 
E-commerce: An online store platform that is not linked to internal stock or sales records.

Inefficiencies and gaps
The limitations of this setup are clear when compared to modern business requirements:
No Integration: There is no communication between systems. Data must be manually transferred, which is slow and error-prone. According to Stair and Reynolds (2023), this is one of the most common causes of operational bottlenecks in growing businesses.

No Real-Time Processing: Information is only updated periodically, so it is never fully current. This prevents the company from responding quickly to changes in demand or stock levels (Gartner, 2024).

Limited Security and Control: There are no formal user permissions, audit trails, or encryption measures. This means there is no way to track who has accessed or modified data, making it impossible to demonstrate compliance with GDPR (ICO, 2025).

No Analytical Capability: The current systems only record basic data; they do not provide tools for analysis, forecasting, or reporting. Management cannot easily identify best-selling products, profitable locations, or customer buying patterns (O’Brien and Marakas, 2023).
Scalability Issues: Manual processes and spreadsheets become increasingly difficult to manage as the volume of transactions and data grows. They are not designed to support a business with plans for further expansion (Laudon and Laudon, 2024).


Recommended Solution
Proposed System
The most appropriate solution for Maldiva Ltd is the implementation of a cloud-based Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM), inventory management, and e-commerce modules. Suitable options include Microsoft Dynamics 365 Business Central, NetSuite, or SAP Business One — all widely used by mid-sized retail businesses (Gartner, 2024).

Justification
Business Needs: An integrated ERP system creates a single, shared database that connects all departments. Inventory, sales, finance, and customer information are updated in real time, so every part of the business works from the same accurate data. This directly addresses the problem of data silos and eliminates the need for manual data transfer (Chen and Popovich, 2022).
Efficiency and Cost: Industry research shows that integrated systems reduce administrative workload by 30–50% and cut stock holding costs by 15–20% through improved stock control and forecasting (Waters, 2022). Although there is an initial investment, the payback period is typically between 18 and 24 months, making it a financially viable decision (Gartner, 2024).
Scalability: Cloud-based solutions allow the company to add new stores, users, or features as it grows, without needing to replace the entire system. This makes it a long-term solution that supports expansion rather than limiting it (Laudon and Laudon, 2024).
Compliance and Security: These systems include built-in security features such as role-based access control, data encryption, and audit logs. This ensures full compliance with GDPR and ISO 27001 standards, reducing the risk of fines and data breaches (ISACA, 2025).








Expected Improvements
Inventory Management: Stock levels update instantly when a sale or delivery is recorded. Automatic alerts notify managers when stock reaches minimum levels, reducing both overstock and stockouts.
Order Fulfilment: Online orders automatically check stock across all stores and warehouses, reducing cancellations and improving delivery speed.
Customer Service: A complete customer profile allows staff to resolve queries faster and enables the marketing team to run targeted campaigns based on purchase history.
Decision-Making: Interactive dashboards provide real-time sales trends, profit margins, and forecasts, allowing management to make data-driven decisions rather than guesswork.
Financial Control: Integration with accounting software ensures accurate, up-to-date financial records, reducing errors and speeding up reporting.























Implementation Plan
To minimise disruption, the project will follow a phased approach over 7 months:

Phase 1: Planning and Preparation (Weeks 1–4)
· Form a cross-functional team including representatives from IT, sales, operations, and finance.
· Define detailed requirements and select the most suitable vendor.
· Clean and organise existing data to remove duplicates and errors before migration.
Phase 2: Configuration and Integration (Weeks 5–12)
· Set up the core modules: inventory, sales, finance, and CRM.
· Integrate the new system with the existing e-commerce platform and POS hardware.
· Configure security settings and access permissions to meet GDPR requirements.
Phase 3: Testing and Training (Weeks 13–18)
· Test each module individually and together to ensure data flows correctly.
· Deliver role-specific training for all staff, from store assistants to senior managers.
· Create user guides and establish internal support procedures.
Phase 4: Go-Live and Review (Weeks 19–28)
· Run both old and new systems in parallel for two weeks to verify accuracy.
· Switch fully to the new system and provide dedicated support for the first month.
· Review performance after 3 months and adjust settings as required.

Potential Challenges and Mitigation:
Staff Resistance: Involve employees early, explain the benefits, and provide ongoing support to reduce anxiety about change.
Data Migration Errors: Validate data at every stage and use phased imports to minimise risk.
Budget Control: Agree fixed costs and clear milestones with the vendor to avoid unplanned expenses.







Conclusion
Maldiva Ltd’s current operational challenges are not caused by poor management, but by information systems that were suitable for a smaller business but can no longer support its growth. Manual processes, disconnected data, and lack of real-time visibility are limiting efficiency, increasing costs, and risking customer satisfaction and compliance.
By adopting an integrated cloud ERP and CRM system, Maldiva will create a single source of accurate information, automate routine tasks, and provide the management team with the tools needed to plan and grow confidently. The investment will deliver measurable benefits: reduced stock discrepancies, faster order fulfilment, better customer service, and full compliance with data protection laws.
In summary, modernising the information system is not just an IT project — it is a strategic decision that will enable Maldiva Ltd to operate more efficiently, remain competitive, and achieve its long-term expansion goals.
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