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Maldiva Ltd. – Overcoming Operational Challenges
1. Introduction
Maldiva Ltd. is a growing fictional consumer electronics company with 30 physical stores and an online shop. The company’s sales have increased significantly over the past year, and it plans to continue expanding. However, its information systems have not developed at the same speed. The company is facing problems with stock management, customer relationship management (CRM), reporting, data security and the connection between its different systems.
Information systems help organisations collect, process, store and share information for daily operations and management decisions (Laudon and Laudon, 2024). At Maldiva Ltd., information is stored in different manual and separate systems. This can reduce the accuracy of information and make it harder for managers to access up-to-date information and make quick decisions.
One of the main problems is stock management. Manual stock records can cause differences between the stock available in stores and the stock shown on the online shop. As a result, customers may order products that are no longer available. This can lead to complaints, refunds and lost sales. Store managers also find it difficult to identify which products are overstocked or running low.
The company also has problems with its CRM system. Customer information is spread across different systems, making it difficult to provide personalised marketing and deal with customer complaints efficiently. Management reports are also created manually using spreadsheets. This can cause mistakes and means that managers may be working with old information. In addition, weak access controls increase the risk of unauthorised people accessing customer information.
This report reviews Maldiva Ltd.’s current information systems and recommends using an integrated cloud-based Enterprise Resource Planning (ERP), Customer Relationship Management (CRM) and Business Intelligence (BI) solution. The report will also compare different options, consider the costs and potential return on investment (ROI), and provide an implementation plan covering staff training, data security, change management, ethical issues and sustainability.
2. Evaluation of Existing Information Systems
2.1 Inventory Management
Maldiva Ltd.'s manual inventory system is no longer appropriate for a retailer operating 30 stores and an e-commerce platform. Manual updates increase the likelihood of human error and create delays in sharing stock information. This can cause the website to show products as available after they have already been sold in a store.
The impact is wider than an IT problem. Stock discrepancies can lead to cancelled orders, refunds, extra administration and reduced customer trust. Overstocking also ties up working capital, while understocking creates lost sales opportunities. An integrated ERP could provide a central inventory record and allow stock information to be updated across sales channels. Qachar and Nacer (2023) identify information flow, supply-chain efficiency and reduced lead times as potential ERP benefits, but also emphasise that accurate data, management support, user involvement and training are important for successful implementation.
Therefore, Maldiva Ltd. should not assume that buying ERP software will automatically solve its inventory problem. Business processes and data quality must also be improved.
2.2 Customer Relationship Management
Maldiva Ltd. keeps customer information in different systems, which makes it difficult for employees to see a customer’s complete purchase history. This can make it harder for the marketing team to create suitable promotions and for customer service staff to deal with complaints quickly.
An integrated Customer Relationship Management (CRM) system could bring customer details, purchase history and customer service records together in one place. This would help the company understand its customers better, group them into different customer types and provide more suitable marketing offers. Research suggests that CRM systems can improve sales performance by helping businesses engage with customers and provide more targeted marketing. However, successful CRM implementation also depends on employee use, good system integration and accurate customer data (Tiwari, 2024).
Maldiva Ltd. should also consider customer privacy when using personal information. Collecting more customer data does not always provide better results, especially if the information is unnecessary, incorrect or not properly protected. Therefore, the company should use suitable data-quality checks and access controls to protect customer information.
2.3 Reporting and Business Intelligence
Maldiva Ltd. currently uses spreadsheets to prepare most of its sales reports. Spreadsheets can be useful for basic analysis but using them manually across 30 stores can increase the risk of mistakes and differences in the figures. It can also take a long time to collect and update the information. As a result, managers may make decisions using information that is incomplete or out of date.
A Business Intelligence (BI) system could provide up-to-date information about sales, stock levels, product performance and customer trends. This would help managers understand business performance and make better decisions. Research shows that BI can support better decision-making by helping businesses collect and analyse their data effectively (Castañeda et al., 2024).
However, a BI system will only be useful if the information it uses is accurate and reliable. Therefore, Maldiva Ltd. should first combine its data from different systems, remove incorrect or duplicate information and make sure the data is accurate before using automated BI dashboards.
2.4 Data Security and GDPR
Maldiva Ltd. has weak access controls, which creates both business and legal risks. Customer information could be seen by employees who do not need access to it. Weak security can also make the company more vulnerable to cyberattacks. The UK GDPR requires organisations to use personal data in a lawful, fair and clear way and to protect it from unauthorised access, loss or damage (ICO, 2026).
Maldiva Ltd. should introduce stronger security measures, such as role-based access, multi-factor authentication, data encryption, secure backups and audit logs. These measures can help control who can access information and protect customer data. The NIST Cybersecurity Framework 2.0 provides useful guidance for identifying, assessing and managing cybersecurity risks (Pascoe, Quinn and Scarfone, 2024).
Security should be considered from the beginning when the new system is designed and implemented. It should not be added only after the system has been installed.
3. Recommended Solution
3.1 Integrated Cloud-Based ERP, CRM and BI
The recommended solution for Maldiva Ltd. is an integrated cloud-based system that combines Enterprise Resource Planning (ERP), Customer Relationship Management (CRM) and Business Intelligence (BI). The ERP system would manage important business activities such as stock, purchasing and sales. The CRM system would store customer information and manage customer interactions. The BI system would use business data to create dashboards and reports for managers.
This solution would directly address the main problem with Maldiva Ltd.’s current systems, which is that the information is stored separately. For example, when a customer buys a product, the sale could automatically update the stock level, customer information and BI reports. This would give managers more accurate and consistent information and reduce the need for employees to enter the same data manually.
A cloud-based system would be suitable because Maldiva Ltd. is growing and needs a system that can support its 30 stores and online business. However, using a cloud system also means that the company will depend on the service provider and a reliable internet connection. There are also security risks that need to be considered. Therefore, Maldiva Ltd. should carefully choose a provider based on factors such as reliability, data protection, system integration, service availability, backup facilities and overall cost.
3.2 Comparison of Alternatives
Maldiva Ltd. has three main options.
Option 1: Keep the existing systems
The company could continue using its current systems. This would have the lowest short-term cost and would require little change. However, the current problems with stock management, customer information and reporting would continue. This option would also make future business growth more difficult.
Option 2: Upgrade individual systems
The company could improve each system separately. This could solve some specific problems and may cause less disruption to employees. However, the systems could remain separate and may not share information effectively. This could create further integration problems in the future.
Option 3: Integrated cloud-based ERP, CRM and BI
The company could introduce one integrated cloud-based solution that combines ERP, CRM and BI. This option would have higher initial costs and would require staff training, data transfer and change management. However, it would provide better integration, support future growth and give managers more consistent and up-to-date information.
Preferred option
Option 3 is the best choice for Maldiva Ltd. Although it would cost more and require careful implementation, it addresses the main problems across the whole business. The company’s inventory, customer information and reporting problems are connected, so using one integrated system is more likely to solve the main causes of these problems than upgrading separate systems individually.
3.3 Cost-Benefit and ROI Analysis
Cost must be considered before implementation. For planning purposes, the following figures are illustrative estimates rather than supplier quotations.
	Estimated investment
	Amount

	Software and implementation
	£100,000

	Data migration and integration
	£30,000

	Staff training
	£20,000

	Consultancy and project support
	£30,000

	Total initial investment
	£180,000


Potential annual benefits are estimated at £120,000 from efficiency and process savings and £100,000 from reduced stock losses, improved fulfilment and additional sales opportunities. This gives an estimated annual benefit of £220,000.
Indicative ROI = (Annual benefit - Initial investment) Initial investment × 100
ROI = (£220,000 - £180,000) / £180,000 × 100 = 22.2%
The estimated payback period is about 10 months. These figures must be validated using actual company data and supplier quotations before approval. The calculation nevertheless demonstrates how management can evaluate whether the proposed investment is financially justified.
3.4 Benefits and KPIs
The system is expected to reduce stock errors, improve order processing, enhance customer service, and speed up management reporting. It will also support business growth by providing a single system that can handle more stores and a higher number of transactions.
Success should not only be measured by whether the system is installed, but by using Key Performance Indicators (KPIs). These KPIs will help check if the system is improving business performance. The main targets are:
	KPI
	Target

	Inventory accuracy
	At least 95%

	Online stock accuracy
	At least 98%

	Order fulfilment time
	Reduce by 20%

	Customer complaints
	Reduce by 25%

	Management reporting time
	Reduce by 50%

	Employees trained and actively using the system
	At least 90%


The Delone and McLean Information Systems Success Model explains that the success of an information system depends on factors such as system quality, information quality, how much the system is used, user satisfaction and the benefits it provides to the organisation (Delone and McLean, 2003). Therefore, Maldiva Ltd. should check both how well the system works and how it improves the business.

3.5 Ethical and Sustainability Considerations
The new system will store customer information, so Maldiva Ltd. must manage it responsibly. The company should only collect necessary data, explain how it will be used and limit access to authorised employees. This supports UK GDPR principles such as data minimisation, accuracy, security and accountability (ICO, 2026).
Sustainability should also be considered when choosing a system provider. Digital reports can reduce paper use, while better stock management can reduce waste. However, cloud services use energy, so Maldiva Ltd. should consider providers’ environmental policies and energy efficiency.
4. Implementation Plan
The system should be introduced in stages to reduce disruption.
Stage 1: Requirements and Selection
Identify business needs and compare suppliers. Management, IT, stores, marketing, finance and customer service should be involved. The system should be assessed for cost, security, functionality, scalability and integration.
Stage 2: Data Preparation
Clean existing customer, product, sales and stock data. Remove duplicate or incorrect records and check the data before migration.
Stage 3: Integration and Testing
Connect the ERP, CRM, online shop and BI systems. Test stock updates, orders, customer records, reports and security. A small number of stores should be used for a pilot before full rollout.
Stage 4: Training and Change Management
Employees may resist change, so training, communication and support are important. Kotter’s model highlights the importance of creating a reason for change, gaining employee support, communicating the plan and making the change part of normal working practices (Kotter, 1996). Maldiva Ltd. should explain the benefits of the new system, involve employees, provide training and use successful pilot results to build confidence.
Stage 5: Full Rollout and Monitoring
After testing, the system should be introduced across all 30 stores and the online shop. Performance should be monitored using KPIs and improved when necessary. Key risks include cost increases, data errors, downtime, cyberattacks and employee resistance. These can be reduced through budgeting, backups, testing, phased implementation, training and clear project management. Successful ERP implementation also depends on management support, accurate data, employee involvement, communication and change management (Qachar and Nacer, 2023).
5. Conclusion
Maldiva Ltd.’s rapid growth has shown that its current information systems have several weaknesses. Manual stock management, separate customer records, spreadsheet reporting and weak access controls are causing problems with operations, costs, customer service and data security.
The evaluation shows that keeping the current systems would be cheaper in the short term, but the existing problems would continue. Upgrading separate systems could improve some areas but would not fully solve the integration problems. An integrated cloud-based ERP, CRM and BI system is therefore the best option because it connects important business activities and provides more reliable information for managers.
The estimated financial analysis shows that an initial investment of £180,000 could potentially provide £220,000 in annual benefits, giving an estimated first-year ROI of 22.2%. However, these figures are estimates and should be checked before the project starts.
A phased implementation, supported by data preparation, testing, staff training and Kotter’s change management approach, can help reduce risks. GDPR, cybersecurity, responsible use of customer data and sustainability should also be considered throughout the project.
Overall, the recommended system would provide Maldiva Ltd. with a more connected, secure and flexible information system. It would improve efficiency and customer service while helping managers make better decisions and support future business growth.
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