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1.Introduction                                                                                                    
Information systems are important for helping businesses manage their daily activities, improve customer service and make better business decisions. As businesses grow, they need modern information systems that can manage large amounts of data and support different departments. According to Laudon and Laudon (2022), information systems improve organisational efficiency by collecting, processing and sharing information across the business.
Maldiva Ltd. is a fast-growing consumer electronics retailer with 30 stores and online shopping platform. Although sales have increased, the company is experiencing many operational problems because it uses outdated information systems. These systems are affecting inventory management, customer service, reporting, communication between departments and data security.
One major problem is the manual inventory system. Employees manually update stock records, causing differences between physical stores and the online store. Customers often buy products online that are already out of stock. This leads to delayed deliveries, refunds and customer complaints.
The company also has problems managing customer information. Customer data is stored in different systems that do not communicate with each other. As a result, the marketing team cannot provide personalised promotions, and customer service staff cannot quickly access customer purchase histories.
Managers also struggle to make business decisions because sales reports are prepared manually using spreadsheets. These reports are often inaccurate and outdated. Furthermore, the company does not fully comply with General Data Protection Regulation (GDPR) requirements, increasing the risk of cyberattacks and legal penalties.
This report evaluates Maldiva Ltd.’s current information systems and recommends an integrated information system that includes Enterprise Resource Planning (ERP), Customer Relationship Management (CRM), Business Intelligence (BI) and Inventory Management systems. These systems will improve efficiency, customer satisfaction and business performance.
2. Evaluation of Existing Systems
Maldiva Ltd. current systems are outdated and unable to support the company’s future growth. Most business processes are completed manually or through disconnected software systems. This creates delays, errors and poor communication between departments.
2.1 Inventory Management System
The company currently uses a manual inventory management system. Staff members update stock records by hand, making it difficult to keep accurate inventory information across all stores.
 Causes of several operational problems.
· Incorrect stock information
· Overstocking and understocking
· Delayed customer orders
· Cancelled online purchases
Without real-time inventory updates, managers cannot accurately predict customer demand or reorder products efficiently (Stair and Reynolds, 2021).
Table 1: Current Inventory Problems
	Current Problem
	Business Impact

	Manual stock updates
	Human errors

	No real-time inventory
	Incorrect online stock

	Overstocking
	Higher storage costs

	Understocking
	Lost sales

	Poor order tracking
	Customer complaints


2.2 Customer Relationship Management (CRM)
Customer information is stored in different databases across departments. Sales, marketing and customer service teams cannot easily access complete customer records.
This creates challenges.
· Poor customer service
· No personalised marketing
· Slow complaint handling
· Low customer satisfaction
A disconnected CRM system prevents employees from understanding customer needs and building long-term customer relationships (Kotler and Keller, 2016).
Table 2: CRM Weaknesses
	Current Situation
	Result

	Separate customer databases
	Duplicate information

	Missing purchase history
	Poor customer support

	No customer analysis
	Weak marketing campaigns

	No personalised promotions
	Reduced customer loyalty



2.3 Reporting and Decision-Making
Managers currently prepare reports using Microsoft Excel spreadsheets. This process is slow and often produces inaccurate information.
Common problems:
· Reports take several days to complete.
· Human errors reduce report accuracy.
· Managers cannot monitor sales in real time.
Good business decisions require accurate and timely information. Laudon and Laudon (2022) explain that Business Intelligence systems allow organisations to analyse data quickly and improve decision-making.
2.4 Data Security
Maldiva Ltd. does not have strong data security controls. Customer information is vulnerable because different systems have different security standards.
Possible risks:
· Data breaches
· Unauthorised access
· GDPR non-compliance
· Financial penalties
Cybersecurity has become increasingly important because businesses store large amounts of customer information. Organisations should protect data through encryption, user authentication and access controls (ISACA, 2023).
2.5 Lack of System Integration
Each department uses different software that does not communicate with other systems.
	Department
	Current System

	Sales
	Sales software

	Finance
	Accounting software

	Inventory
	Manual records

	Customer Service
	Separate customer database



Employees spend significant time manually transferring information between departments. This increases workload and creates duplicate records.
Poor system integration reduces productivity and makes communication slower across the organisation (Stair and Reynolds, 2021).
3. Recommended Solution
To solve the operational problems at Maldiva Ltd., this report recommends implementing an integrated Information System that combines an Enterprise Resource Planning (ERP) system, Customer Relationship Management (CRM) system, Inventory Management System (IMS) and Business Intelligence (BI) tools. These systems will work together and share information in real time, improving efficiency, customer satisfaction and decision-making.
According to Laudon and Laudon (2022), integrated information systems allow organisations to improve communication, reduce costs and support business growth.
3.1 Proposed Information System
The recommended solution includes four main systems.
Figure 1: Proposed Integrated Information System
	Department
	Proposed System
	Main Function

	Sales
	ERP
	Process sales and customer orders

	Inventory
	Inventory Management System
	Real-time stock control

	Marketing
	CRM
	Manage customer information and promotions

	Finance
	ERP
	Accounting, budgeting and financial reports

	Management
	Business Intelligence (BI)
	Dashboards and business analysis



All these systems will share information through one central database. This means that when a customer buys a product online, the stock level is updated immediately across all stores. Managers can also see sales performance in real time.
3.2 Enterprise Resource Planning (ERP)
An Enterprise Resource Planning (ERP) system connects different business departments into one integrated system. Instead of using separate software, employees work with one shared database.
According to Stair and Reynolds (2021), ERP systems improve communication between departments, reduce duplicate work and provide accurate business information.
Benefits of ERP
· One database for the whole company
· Better communication between departments
· Faster order processing
· Improved financial management
· Reduced paperwork
· Higher employee productivity
For Maldiva Ltd., an ERP system would connect sales, finance, purchasing and inventory management. This would remove the need for employees to manually transfer information between departments.
Table 3: ERP Benefits
	Current Situation
	ERP Improvement

	Separate software
	One integrated system

	Manual data entry
	Automatic data sharing

	Slow communication
	Instant information updates

	Duplicate records
	One central database

	Poor reporting
	Real-time reports



3.3 Customer Relationship Management (CRM)
A Customer Relationship Management (CRM) system stores all customer information in one place. It records customer purchases, complaints, preferences and communication history.
Kotler and Keller (2016) explain that CRM systems help businesses improve customer satisfaction by providing personalised services and building long-term customer relationships.
Benefits of CRM
· Complete customer profiles
· Faster customer support
· Personalised marketing campaigns
· Better customer communication
· Increased customer loyalty
· Improved sales opportunities
For example, if a customer buys a laptop, the CRM system can automatically recommend accessories such as a mouse or laptop bag through email marketing.
Table 4: CRM Improvements
	Current Problem
	CRM Solution

	Customer data stored separately
	One customer database

	Poor customer service
	Complete customer history

	Generic promotions
	Personalised marketing

	Slow complaint handling
	Faster customer support



3.4 Inventory Management System (IMS)
The company’s biggest challenge is its manual inventory process. A modern Inventory Management System (IMS) will automatically update stock levels whenever products are sold or delivered.
According to Chopra (2019), real-time inventory systems improve stock accuracy, reduce inventory costs and increase customer satisfaction.
Benefits of Inventory Management System
· Real-time stock updates
· Automatic stock replenishment
· Reduced stock shortages
· Lower storage costs
· Faster order fulfilment
· Better warehouse management
Customers will only be able to order products that are available, reducing cancelled orders and refunds.
Table 5: Inventory System Improvements
	Current System
	New Inventory System

	Manual stock updates
	Automatic updates

	Frequent stock errors
	Accurate inventory

	Overstocking
	Better stock planning

	Out-of-stock orders
	Real-time availability



3.5 Business Intelligence (BI)
Business Intelligence (BI) software collects and analyses business data to help managers make better decisions.
Instead of manually creating Excel reports, managers can use dashboards that automatically display important information such as:
· Daily sales
· Best-selling products
· Store performance
· Customer trends
· Profit margins
· Inventory levels
Laudon and Laudon (2022) state that BI systems improve decision-making by providing timely and accurate business information.
Benefits of Business Intelligence
· Faster business reports
· Better forecasting
· Real-time dashboards
· Improved business planning
· More accurate decisions
Managers can quickly identify poor-performing products and adjust marketing or pricing strategies.
Table 6: Business Intelligence Benefits
	Current Reporting
	BI Reporting

	Manual spreadsheets
	Automatic dashboards

	Outdated information
	Live data

	Human errors
	Higher accuracy

	Slow reporting
	Instant reports



3.6 Data Security and GDPR Compliance
Maldiva Ltd. should also improve its cybersecurity by introducing stronger security controls.
Recommended security measures include:
· Multi-factor authentication (MFA)
· Role-based user access
· Data encryption
· Automatic backups
· Firewall protection
· Employee cybersecurity training
· Regular security audits
These measures will help the company comply with GDPR by protecting customer information and reducing the risk of cyber-attacks (ISACA, 2023).
Table 7: Security Improvements
	Current Risk
	Proposed Solution

	Weak passwords
	Multi-factor authentication

	Unauthorised access
	Role-based access control

	Data breaches
	Data encryption

	Lost information
	Automatic cloud backup

	GDPR non-compliance
	Regular compliance audits



3.7 Cost, Efficiency and Scalability
The proposed integrated information system offers good value because it can support the company’s future growth.
Cost
Although implementing ERP, CRM and BI systems requires an initial investment, the company will save money over time by reducing manual work, inventory errors and customer complaints.
Efficiency
The new system will automate many business processes, allowing employees to focus on customer service and business development rather than manual administration.
Scalability
The proposed system can easily support new stores, more customers and increased online sales. As the business grows, new users and additional functions can be added without replacing the entire system (Laudon and Laudon, 2022).
Table 8: Comparison of Current and Proposed Systems
	Business Area
	Current System
	Proposed System
	Expected Improvement

	Inventory
	Manual tracking
	Automated Inventory Management System
	Accurate stock levels

	Customer Management
	Separate databases
	CRM
	Better customer service

	Finance
	Separate software
	ERP
	Improved financial control

	Reporting
	Excel spreadsheets
	Business Intelligence
	Faster decision-making

	Security
	Weak controls
	MFA, encryption and backups
	Better GDPR compliance

	Communication
	Disconnected departments
	
	



4. Implementation Plan
Implementing the new information system should be done in stages to reduce disruption to the business. A phased approach allows employees to adapt to the new system while reducing implementation risks (Project Management Institute, 2021).
Planning
The first step is to identify the company’s business needs and choose suitable software. Senior managers should work with IT specialists to define the project goals, budget and timeline.
Activities
· Analyse business requirements
· Select ERP, CRM and BI software
· Prepare project budget
· Create implementation schedule
System Installation
The software should be installed and integrated with the company’s existing hardware and network. Customer, inventory and sales data should be transferred carefully to the new database.
Activities
· Install software
· Configure the database
· Transfer existing data
· Test system integration
Employee Training
Employees must receive training before using the new system. Proper training will help reduce mistakes and improve user confidence.
Training includes:
· ERP system usage
· CRM functions
· Inventory management
· Cybersecurity awareness
According to Laudon and Laudon (2022), employee training is essential for successful information system implementation.
Testing
Before launching the new system across all stores, Maldiva Ltd. should carry out pilot testing in one or two stores.
Testing includes:
· Inventory accuracy
· Sales transactions
· Customer records
· Financial reports
· Security controls
Full Implementation
After successful testing, the system can be introduced across all 30 stores and the online platform.
The IT department should continue monitoring system performance and provide technical support where needed.
Table 9: Implementation Timeline
	Phase
	Activity
	Duration

	Phase 1
	Planning and requirements analysis
	2 weeks

	Phase 2
	Software installation and configuration
	3 weeks

	Phase 3
	Data migration
	2 weeks

	Phase 4
	Employee training
	2 weeks

	Phase 5
	Pilot testing
	2 weeks

	Phase 6
	Full implementation
	1 week

	Phase 7
	Monitoring and support
	Ongoing



5. Potential Risks and Mitigation
Every new information system project involves risks. Maldiva Ltd. should identify these risks early and develop strategies to reduce them.
Risk Assessment
	Risk
	Possible Impact
	Mitigation Strategy

	Employee resistance
	Low system usage
	Provide training and involve staff in the project

	Data migration errors
	Loss of customer information
	Backup all data before migration

	Budget overruns
	Increased project costs
	Careful budgeting and regular monitoring

	Cybersecurity threats
	Data breaches
	Use encryption, firewalls and multi-factor authentication

	Technical problems
	Delayed implementation
	Provide IT support and system testing



6. Expected Benefits
The proposed integrated information system will provide many benefits for Maldiva Ltd.
Operational Benefits
The ERP system will improve communication between departments and reduce manual work. Employees will spend less time entering duplicate data and more time serving customers.
The Inventory Management System will update stock levels automatically, reducing stock shortages and excess inventory.
The CRM system will improve customer service by giving employees quick access to customer information and purchase history.
The Business Intelligence system will help managers make better decisions by providing real-time reports and dashboards.
Financial Benefits
The new system will reduce operational costs by:
· Reducing manual paperwork
· Lowering inventory costs
· Reducing customer refunds
· Improving employee productivity
· Increasing sales through better customer service
Although the implementation requires an initial investment, the long-term savings and increased profits are expected to outweigh the costs (Stair and Reynolds, 2021).
Customer Benefits
Customers will experience:
· Faster order processing
· Better customer support
· Personalised promotions
· Faster complaint resolution
Improved customer satisfaction is likely to increase customer loyalty and repeat purchases (Kotler and Keller, 2016).
Management Benefits
Managers will benefit from:
· Real-time business reports
· Faster decision-making
· Improved financial planning
· Better business performance monitoring
Overall Benefits
	Business Area
	Expected Benefit

	Inventory
	Accurate stock management

	Sales
	Faster order processing

	Customer Service
	Improved customer satisfaction

	Finance
	Better financial reporting

	Management
	Improved decision-making

	Security
	Better GDPR compliance

	Marketing
	Personalised promotions



7. Conclusion
Maldiva Ltd. is experiencing several operational challenges because its current information systems are outdated and disconnected. Manual inventory management, separate customer databases, spreadsheet reporting and weak security controls are reducing business efficiency and affecting customer satisfaction.
This report recommends implementing an integrated information system that includes an Enterprise Resource Planning (ERP) system, Customer Relationship Management (CRM) system, Inventory Management System and Business Intelligence tools. These systems will work together through a shared database, allowing information to be updated in real time across all departments.
The proposed solution will improve inventory accuracy, customer service, reporting, communication and data security. It will also reduce manual work, lower operating costs and support future business growth. By following the implementation plan and providing staff training, Maldiva Ltd. can successfully introduce the new system while minimising risks.
Overall, investing in modern information systems will help Maldiva Ltd. improve business performance, increase customer satisfaction and remain competitive in the retail market.
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