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Business Case: Maldiva Ltd. – Overcoming Operational Challenges
      1. Introduction
Maldiva Ltd. is a rapidly expanding consumer electronics retailer operating thirty physical stores supported by a growing e‑commerce platform. Over the past year, the company has experienced a sharp rise in sales and is preparing for further expansion. However, this growth has exposed significant weaknesses in its information systems. Many of the organisation’s core processes rely on outdated, fragmented and largely manual systems that are no longer capable of supporting its operational demands (Laudon and Laudon, 2022). These weaknesses are now affecting customer satisfaction, internal efficiency and the company’s ability to make informed strategic decisions.
The most pressing issue concerns inventory management. Maldiva Ltd. continues to rely on manual stock tracking, which frequently results in discrepancies between physical stock levels and online availability. Customers often place orders online only to discover that items are unavailable, leading to complaints, refunds and reputational damage. Store managers also struggle to identify overstocked and understocked items, resulting in unnecessary storage costs and delays in order fulfilment (Monk and Wagner, 2013).
Customer relationship management presents similar challenges. Customer information is stored across multiple systems that do not communicate with one another, making it difficult to track purchase history or provide personalised marketing. The marketing team cannot segment customers effectively, while the customer support team lacks access to complete records when handling complaints (Kotler and Keller, 2020).
Decision‑making is also hindered by slow and unreliable reporting processes. Sales reports are manually compiled using spreadsheets, often containing errors or outdated information. This limits the organisation’s ability to analyse real‑time trends, forecast demand or respond quickly to market changes (Stair and Reynolds, 2021).
Data protection is another area of concern. Maldiva Ltd. is not fully compliant with GDPR due to weak access controls and outdated security practices. The risk of unauthorised access to customer information is increasing, and the organisation faces potential legal penalties (ICO, 2024).
Finally, the lack of integration across departments is creating major inefficiencies. Sales, finance and inventory teams each use different systems, forcing employees to manually transfer data between departments. This increases workload, slows operations and raises the likelihood of errors (Davenport, 1998).
This proposal evaluates Maldiva Ltd.’s existing systems, identifies key inefficiencies and recommends a modern, integrated information system capable of improving operational performance, strengthening customer relationships and supporting future growth.
2. Evaluation of Existing Systems
Maldiva Ltd.’s current information systems are no longer suitable for a fast‑growing retail organisation. The company relies heavily on manual processes and disconnected applications, which create inefficiencies across the business and limit its ability to operate effectively (Laudon and Laudon, 2022).
The most significant weakness lies in inventory management. Stock levels are recorded manually, creating opportunities for human error and inaccurate records. In a retail environment, real‑time inventory visibility is essential for demand forecasting, stock control and customer satisfaction (Monk and Wagner, 2013). Maldiva Ltd.’s current approach results in discrepancies between physical stock and online availability, leading to cancelled orders and customer complaints.
Customer relationship management is similarly constrained. Customer data is stored across multiple systems that do not communicate, preventing employees from accessing complete purchase histories or previous interactions. This limits the ability of marketing teams to create personalised promotions and prevents customer service employees from resolving complaints efficiently (Kotler and Keller, 2020).
Reporting processes are also inefficient. Sales and operational reports are manually created using spreadsheets, requiring employees to gather information from multiple departments. This is time‑consuming and increases the likelihood of errors. Managers often make decisions based on outdated information, reducing strategic agility (Stair and Reynolds, 2021).
The lack of integration between departments creates further inefficiencies. Sales, finance and inventory teams use separate systems that do not communicate, forcing employees to manually transfer data. This increases workload, creates duplication and raises the likelihood of errors. Integrated enterprise systems improve organisational performance by connecting business processes through shared information platforms (Davenport, 1998).
Data security is another major concern. Weak access controls and outdated security practices increase the risk of unauthorised access to customer information. Under GDPR, organisations must implement appropriate security measures to protect personal data (ICO, 2024).
Overall, Maldiva Ltd.’s existing systems limit business performance, reduce customer satisfaction and hinder strategic decision‑making. The organisation requires a modern integrated information system that can improve accuracy, automate processes and support future growth.
3. Recommended Solution
To address these challenges, Maldiva Ltd. should implement a cloud‑based Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM) and Business Intelligence (BI) technologies. ERP systems centralise business functions and improve operational efficiency (Chaffey, 2015).
The ERP system will significantly improve inventory management by providing real‑time stock visibility across all stores and online channels. Every transaction will automatically update the central database, ensuring customers receive accurate information about product availability (Monk and Wagner, 2013). This will reduce cancelled orders, improve customer satisfaction and allow managers to control stock levels more effectively.
Financial management will also benefit from the ERP system. Automated recording of sales, purchases and expenses will reduce manual data entry and improve the accuracy of financial reports (Stair and Reynolds, 2021). Managers will have clearer visibility of business performance, supporting more informed budgeting and strategic planning.
A CRM system should be implemented alongside the ERP platform to consolidate customer information. CRM systems enable organisations to analyse customer behaviour, tailor marketing strategies and improve customer retention (Kotler and Keller, 2020). For Maldiva Ltd., this means moving beyond generic promotions and adopting targeted marketing strategies based on customer behaviour, purchase history and preferences.
Business Intelligence tools will further enhance strategic decision‑making. BI systems analyse organisational data and present insights through dashboards and reports, supporting evidence‑based management (Galliers and Leidner, 2014). Managers will be able to monitor sales trends, product performance and customer behaviour in real time, improving forecasting and enabling the organisation to respond quickly to market changes.
A cloud‑based approach offers additional benefits. Cloud systems provide scalability, allowing Maldiva Ltd. to add new stores and employees without major system changes. Cloud providers also offer advanced security features, including encryption, backups and multi‑factor authentication, which will help improve GDPR compliance (ICO, 2024).
4. Implementation Plan
Successful implementation requires careful planning and alignment with organisational goals. The first stage involves analysing current processes and identifying detailed system requirements (Stair and Reynolds, 2021). Representatives from sales, finance, inventory, marketing and customer service should participate to ensure the system meets user needs.
After requirements are established, Maldiva Ltd. should evaluate suitable ERP and CRM providers. Key considerations include functionality, cost, scalability, security and compatibility with existing systems (Chaffey, 2015). The chosen system must integrate with the existing e‑commerce platform to ensure consistent information across physical and online operations.
Data migration is the next critical stage. Customer, inventory and sales information should be reviewed, cleaned and standardised before transfer (Galliers and Leidner, 2014). Removing duplicate or inaccurate records will improve system reliability.
Employee training is essential for successful adoption. Training should be tailored to specific roles, and cybersecurity awareness should be included to ensure compliance with GDPR (ICO, 2024). Staff unfamiliar with new technology may struggle initially, so ongoing support will be necessary.
Resistance to change is a potential challenge. Management should communicate the benefits of the new system clearly and involve employees throughout implementation (Kotler and Keller, 2020). A phased implementation approach is recommended to reduce risk and allow issues to be resolved early (Davenport, 1998).
5. Additional 600‑Word Analysis (Integrated)
A further consideration in recommending an integrated ERP, CRM and BI solution for Maldiva Ltd. is the strategic value that modern information systems bring to organisations operating in competitive retail markets. As consumer expectations continue to evolve, retailers must adopt systems capable of supporting omnichannel operations, personalised customer engagement and real‑time decision‑making. According to Laudon and Laudon (2022), organisations that invest in integrated digital infrastructures are better positioned to respond to market changes and deliver consistent customer experiences. For Maldiva Ltd., the proposed system is not simply a technological upgrade but a strategic enabler that will support long‑term growth.
One of the most significant advantages of implementing an ERP system is the improvement in process standardisation. At present, Maldiva Ltd.’s stores operate with varying levels of efficiency due to inconsistent manual processes. An ERP system will introduce standardised workflows across inventory management, purchasing, sales and finance. This will reduce variability, improve accuracy and ensure that all stores follow the same operational procedures. Monk and Wagner (2013) highlight that ERP systems reduce operational fragmentation by consolidating processes into a unified platform, which is particularly beneficial for multi‑store retailers.
The CRM component of the proposed solution also warrants deeper consideration. Modern CRM systems do more than store customer information; they support predictive analytics, segmentation and personalised engagement. Kotler and Keller (2020) argue that organisations that leverage customer data effectively can significantly improve retention and lifetime value. For Maldiva Ltd., this means moving beyond generic promotions and adopting targeted marketing strategies based on customer behaviour, purchase history and preferences. The ability to personalise communication will not only increase sales but also strengthen customer loyalty in a highly competitive market.
Business Intelligence tools will further enhance Maldiva Ltd.’s strategic capabilities. BI systems allow organisations to analyse large volumes of data and convert them into actionable insights. Galliers and Leidner (2014) emphasise that BI technologies support evidence‑based decision‑making by providing managers with real‑time dashboards and analytical reports. For Maldiva Ltd., BI tools will enable the leadership team to identify sales trends, monitor product performance and forecast demand more accurately. This will reduce the risk of stockouts and overstocking, both of which currently contribute to financial losses.
Another important aspect of the proposed solution is its impact on organisational culture. Implementing modern information systems often requires a shift in mindset, particularly for employees accustomed to manual processes. Stair and Reynolds (2021) note that successful digital transformation depends on employee acceptance and engagement. Maldiva Ltd. will need to foster a culture that embraces technology, continuous learning and data‑driven decision‑making. This cultural shift will be supported by comprehensive training programmes and ongoing support, ensuring that employees feel confident using the new system.
Cybersecurity improvements also deserve further emphasis. With increasing cyber threats and stricter regulatory requirements, organisations must adopt robust security measures to protect customer data. The ICO (2024) stresses that organisations must implement appropriate technical and organisational measures to comply with GDPR. A cloud‑based ERP and CRM system will provide advanced security features such as encryption, multi‑factor authentication and automated backups. These measures will significantly reduce the risk of data breaches and ensure that Maldiva Ltd. meets its legal obligations.
Finally, the scalability of the proposed solution is essential for supporting Maldiva Ltd.’s future expansion. As the company opens new stores or expands its online presence, the cloud‑based system can be scaled without major infrastructure changes. Chaffey (2015) explains that cloud technologies allow organisations to grow without incurring significant hardware or maintenance costs. This flexibility will enable Maldiva Ltd. to adapt quickly to market opportunities and maintain operational efficiency as the business evolves.
6. Conclusion
Maldiva Ltd.’s outdated information systems are creating significant operational challenges that limit efficiency, accuracy and customer satisfaction. The recommended integrated cloud‑based ERP system supported by CRM and BI technologies will provide a central platform for managing inventory, customer relationships, financial information and business reporting (Laudon and Laudon, 2022). Although implementation requires investment and careful planning, the long‑term benefits justify the costs. Modernising its information systems will enable Maldiva Ltd. to operate more efficiently, strengthen data security and support future expansion.




   











	
	
	



