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1. Introduction
1.1 Overview of the business case
Maldiva Ltd is a UK-based retail organisation with shops selling consumer electronics. They offer their products both in 30 retail outlets and online. Their sales have grown substantially in the last year, and the company wants to expand.
At the same time, the firm has encountered issues in their information systems.
At present, Maldiva processes purchases manually and uses different software for its retail stores, online sales, and management information systems.
I have been asked to advise the firm on the most suitable information system that would meet their needs at the lowest cost.

1.2 Description of challenges
After my initial investigation, I identified five issues affecting the firm’s ability to expand and operate efficiently. These are:
1. Inadequate inventory management: The company has a manual system for tracking inventory. This causes frequent customer complaints and refunds for items not available in stores. It also causes congestion in some stores and shortages in others.
2. Poor customer relationship management: Customer relationship management software in the firm is not properly integrated with other systems. As a result, there is no uniform procedure for handling complaints and sales.
3. Poor decision-making decisions: The firm’s management system is not efficient. Information is stored manually in many Excel spreadsheets and is therefore difficult to access and analyse. It does not provide a consistent basis for examining customer trends and purchasing behaviour.
4. Non-compliance with GDPR: The firm’s systems do not have the required data security measures to protect its customers’ information. In the event of a security breach, Maldiva will be heavily fined.
5. Poor software integration: The firm lacks proper software integration and uses different software, including the excel spreadsheets.
Without addressing these issues, the firm will not be able to achieve its growth objectives and provide quality services to its customers.
The problems stem from the fact that Maldiva relies on manual and fragmented data management systems to run its operations.
The firm deals with a wide range of activities, including managing inventory, sales, financial management, and relationships with suppliers and customers. To perform these tasks, Maldiva uses different sets of software.
The lack of an integrated information system causes many problems, including the duplication of efforts, low productivity, and errors due to inconsistent data.
### 2. Evaluation of Existing Systems
2.1 An overview of the systems used currently
Maldiva’s current systems are best described as a “legacy patchwork” because the company uses several different sets of software that were acquired at different times. I have identified the following five primary information systems:
1. Inventory management: Employees count stock manually in their respective stores and use Excel spreadsheets for records.
2. Customer relationship management: Maldiva has different systems for managing customers’ data. Some customers give their details online, whereas those who buy in store give their information directly to the checkout staff. The company does not have a uniform system for managing this data.
3. Reporting and record-keeping: The records are stored manually in Excel and are generated on a weekly basis. This process is tedious and often causes transcription errors.
4. Information security: Employees access the system using generic passwords and lack appropriate security measures to protect customer data.
5. Poor software integration: No system is integrated, and employees perform all transactions manually.

2.2 The inefficiencies and issues with the current systems

I will discuss the key challenges using the DeLone and McLean information technology success model (DeLone and McLean, 2003). According to this framework, the following dimensions determine the success of an information system: system quality, information quality, service quality, user satisfaction, and net benefits.
Information system success dimension Challenges faced by Maldiva
System quality Incomplete information systems and software Inconsistent data, duplication of efforts, and low productivity information quality Inconsistent and inaccurate information Poor decision-making due to incorrect trends Service quality Poor software integration and poor technical support Result in poor customer experience User satisfaction Poor system design and inappropriate information access Causes poor user adoption Net benefits Poor system yields negative benefits
Constraints growth
Maldiva’s systems are inconsistent and not properly integrated, which affects the information quality and overall performance, causing such problems as inaccurate sales forecasts, poor inventory management, and poor customer relationships. These issues, in turn, constrain the company’s ability to grow and become more competitive.
The main problem with Maldiva’s information systems is the lack of integration and poor system design. As a firm dealing with multiple retail chains, Maldiva needs an integrated system to ensure consistency in its sales records from physical and online stores. Poor inventory management is a major problem in the retail sector because it prevents firms from responding to demand correctly while minimising overheads. Inventory management issues in Maldiva’s lead to shortages and overstocking, resulting in poor performance. Additionally, the firm’s systems are not secure to comply with the new GDPR regulations, exposing the firm to huge penalties in case of a security breach.
3. Recommended Solution
3.1 Recommendation of the new information system
I recommend that Maldiva adopts a Cloud-Based integrated ERP retail information system with omnichannel and CRM capabilities.
The proposed solution has several advantages over its alternatives. The firm should consider adopting a SaaS (software as a service) solution, such as MS Dynamics 365, rather than developing a proprietary application because it is more cost-effective and requires minimal maintenance. This recommendation is based on the following rationale:
1. Business needs: Maldiva needs an integrated information system to address the problems caused by the current multiple independent systems.
2. Efficiency: The proposed information system is likely to increase employee productivity by eliminating manual and error-prone tasks.
3. Cost-effectiveness: A cloud-based solution is more affordable than traditional systems because companies only pay for the services they use.
4. Scalability: The solution will support the company’s growth strategy and provide a solid foundation for future innovations.
A cloud-based enterprise resource planning system will solve many of the problems that Maldiva is currently experiencing. First, the system will provide consistent information across the company’s operations and reduce the likelihood of errors. Second, it will be more secure and help the company comply with the GDPR regulations. Third, a unified information system will help the company deliver a consistent customer experience, which is critical for building brand loyalty.
I have considered several alternatives in coming up with this recommendation. Upgrading some of the firm’s information systems seemed like a good option. However, the systems use different software, and therefore, they cannot be integrated. The alternative of hiring external consultants to operate the systems was also considered but rejected because it would be too expensive and ineffective.
#### 3.2 Justification for the recommendation
I selected the proposed solution based on four criteria: business needs, efficiency, cost-effectiveness, and scalability.
1. Business needs: Maldiva has several business needs, including the need to adopt an omnichannel retail strategy and provide high-quality customer service. An integrated information system is the only reliable way of meeting these needs.
2. Efficiency: The proposed integrated information system is likely to be more efficient than the current systems because it will provide real-time data and eliminate the need to use multiple systems.
3. Cost-effectiveness: The system will reduce costs by minimising data entry errors, which, in turn, will result in lower losses due to incorrect inventory management.
4. Scalability: The cloud-based system will support the company’s growth strategy and reduce the need for extensive hardware upgrades as the company grows.
3.3 How the new system will improve operations, data management, and decision-making
The new information system will improve operations, data management, and decision-making in the following ways:
1. Operations: An integrated system will provide the following operational benefits:
• Reduced inventory losses: The system will ensure that information regarding stock levels is available in real-time, thus preventing overstocking.
• Fewer cancellations: Real-time information on inventory levels will prevent customers from ordering products that are unavailable.
• Faster processing of transactions: The system will be able to process payments faster and more accurately, reducing the time taken to complete transactions.
2. Data management: The new system will improve data management by providing consistent data in real-time. All the data will be stored in one place, which will make it easier to analyse and manage.
3. Decision-making: The new system will facilitate better decision-making in the following ways:
• It will provide accurate and reliable information to support decision-making.
• It will help managers monitor the progress of various initiatives.
• It will enable managers to respond to changing conditions quickly and make adjustments to their strategies accordingly.

4. Implementation Plan
4.1 Steps to be taken
I recommend that the new system be implemented in phases over a period of one year.
I recommend the following steps to ensure smooth implementation of the new system:
Implementation step Description
Initiation and design Conduct a feasibility study and prepare a project plan.
Configuration, data migration, and testing Configure the new system and test it to ensure that it meets the company’s requirements.
Pilot, training, and deployment Deploy the new system in five stores and the online platform and train the employees.
Full deployment and optimisation Optimise and deploy the system in the remaining 25 stores and ensure that everyone understands how to use it.
Benefits realisation Measure the benefits that the new system has delivered.
The project will be implemented within one year using the following timeline:
Activity Month
Initiation and design 1–3
Configuration, data migration, and testing 4–7
Pilot, training, and deployment 8
Full deployment and optimisation 9–10
Benefits realisation 11–12

4.2 Training, integration, and other potential challenges
I recommend that the company develop a comprehensive change management and training plan to ensure that all employees understand how the new system works and how it will benefit them (Kotter, 2012). The plan should include training materials and guidelines for the staff. To facilitate smooth transition, the company should identify and train “super users” in every store.
The new system will be integrated with the company’s website using application programming interfaces (APIs). The existing data will be migrated to the new system and cleaned to ensure that it is suitable for use. Potential challenges associated with the project include the following:
1. Adoption: Employees may be reluctant to adopt the new system because they do not understand how it works. This challenge can be overcome by ensuring that the employees are trained adequately.
2. Technical: There is a possibility that technical problems may arise, especially during the data migration process. To address this issue, it will be necessary to hire professional IT support.
3. Time and budget constraints: The project might take longer than expected and incur higher costs. These risks can be mitigated by developing a realistic project plan and budget.
4. Disruption of business operations: The transition to the new system might disrupt business operations, especially during the data migration and configuration stages. To address this concern, the implementation process should be scheduled during off-peak hours.

5. Conclusion and References
5.1 Conclusion and expected benefits
Maldiva Ltd has encountered numerous challenges with its information systems, which have constrained its growth and created a poor impression in the eyes of its customers. The company relies on manual systems that are not integrated and, therefore, results in poor decision-making, low productivity, and poor customer relations.
I recommend that the firm adopts a cloud-based integrated ERP retail information system with omnichannel and CRM capabilities.
The main expected benefits of the proposed solution include the following:
1. Financial benefits: The firm will benefit financially because poor inventory management and erroneous billing practices will be eliminated.
2. Operational benefits: The new system will make the operations of the firm more efficient and effective.
3. Customer benefits: The system will enhance customer relations by providing good information on inventory and enabling the firm to respond to complaints faster.
4. Compliance benefits: The new system will help the firm comply with the GDPR regulations, thereby avoiding the high penalties that come with violating the regulations.
5. Strategic benefits: The solution will position the firm to achieve its strategic objectives, including scaling its operations to 100 stores.
In conclusion, I recommend that the company consider my proposal and start the process of change by scheduling a two-week discovery workshop to finalise the scope of the project and develop a detailed business case.
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