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Maldiva Ltd. is a rapidly expanding consumer electronics retailer with 30 retail shops and an e-commerce site. Its growth is a testament to the ongoing relevance of omnichannel retailing: Online transactions accounted for 28.2% of total retail sales in Great Britain during February 2026, and online sales values increased by 11.4% compared with February 2025 (Ons, 2026). Maldiva's information systems, however, are not keeping pace as they are outdated and hinder its ability to control this growth.
This proposal assesses the existing systems and proposes an integrated system to enhance the company's operational efficiency, customer service, data management and managerial decision-making. Some of the big problems are paper-based inventory, stock data errors, lack of integration of customer data, spreadsheet reports and lack of integration between sales, finance and inventory. All these flaws lead to cancellation of orders, refunds, duplication of work and delays in decision making. The protection of customer data is also of paramount importance, with 71% of customers indicating that they are more inclined to be protective of their personal data (Salesforce, 2025). What is more, major violations of UK GDPR can lead to penalties of up to £17.5 million or up to 4% of global annual turnover, whichever is greatest (Ico, 2025).
These weaknesses are assessed, and appropriate integrated information systems are recommended, along with a phased implementation plan.

[bookmark: _Toc233288999]2. Evaluation of Existing Systems
[bookmark: _Toc233289000]2.1 Overview of the Current Information Systems
Maldiva Ltd. relies on manual inventory management, stand-alone departmental systems, siloed customer records, and problems with sales data reporting using spreadsheets, and data transfer between sales, finance and inventory teams is done manually. Technically, an information system combines hardware, software, databases, networks and procedures to collect, process and distribute information. On the business side, it helps in operations and coordination, control and decision-making. Maldiva's systems are not effective as information is not disseminated via an integrated platform (Martens et al., 2021).
[bookmark: _Toc233289001]2.2 Inventory Management Weaknesses
Manual stock recording leads to discrepancies between actual stock and online availability. Stores may sell products that may not be immediately updated online, enabling customers to order products that are not in stock. This leads to cancellation, refunds, delay in fulfilment and loss of the customer's trust. Worse stock information also leads to overstocking, stock-outs and stock-keeping costs. According to Technowave Group (2025), approximately 10-15% of all omnichannel orders may result in stockouts. Accuracy can be enhanced through automated technologies, and one such RFID use case saw a 98% inventory accuracy rate with a payback period of as little as one year.
[bookmark: _Toc233289002]2.3 Customer Data and CRM Weaknesses
Maldiva has multiple systems with customer information and cannot get a full customer profile. Marketing staff are not able to do a reliable analysis of purchases or offer individual promotions, while support staff also cannot always confirm purchases or address complaints. Duplicate and incomplete records undermine customer analysis as well. Salesforce (2025) reported that customers are more careful with sharing their personal data than ever before (71% increase) and that the key to personalisation lies in transparency, consent and responsible use of data.
[bookmark: _Toc233289003]2.4 Reporting and Decision-Making Weaknesses
Reporting with spreadsheets is slow and subject to human errors. Information is gathered, reconciled and updated manually, allowing for potential delays and making the reports potentially outdated by the time that managers receive them. This can lead to incorrect purchasing, pricing and staffing decisions. Maldiva is missing an integrated Management Information System that is necessary for routine reporting and a Decision Support System to forecast and to conduct trend analysis/evaluate alternatives (Kim et al., 2019). Without dashboards, managers may not be able to do a quick overview of the performance of all the stores, know which products are moving quickly or which products are needed more.
[bookmark: _Toc233289004]2.5 Gaps in Security, Privacy and GDPR
Poor access controls will lead to potential unauthorised access, modification or disclosure of customer information. According to the latest UK Cyber Security Breaches Survey (2025/2026), 43% of businesses suffered a security breach or attack in 2025/2026 (GOV, 2026). ICO (2025) indicates that severe GDPR breaches can lead to fines of up to £17.5m or 4% of global annual turnover. Maldiva will need to implement data minimisation, transparency, controlled data retention and access by role.
[bookmark: _Toc233289005]2.6 Departmental disconnects
Separate systems result in duplicate data entry, poor data quality, inefficiency and increased administration expenses. They also deter the end-to-end visibility through sales, stock, payments and financial reporting. Overall, Maldiva's existing systems are not fit for purpose for an increasingly omnichannel retailer as they are unable to deliver accurate, timely and secure information  (Martens et al., 2021).
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[bookmark: _Toc233289007]3.1 Proposed Integrated Solution
Maldiva needs to adopt a cloud-based ERP/CRM system with real-time inventory management, Business Intelligence, and necessary cybersecurity measures (Guerola-Navarro et al., 2021). Applications should share a common database or securely interact with one another via an application programming interface. If that's the case, integration over multiple stand-alone products is better, as it provides consistent records and minimises manual reconciliation work.
[bookmark: _Toc233289008]3.2 Enterprise Resource Planning System
The ERP system should cover all the sales, finance, procurement, inventory, order fulfilment and store processes. ERP systems integrate and streamline back-office data and processes, such as repetitive tasks, and serve as a source of data for operations (Katuu, 2020). Upon completion of an online sale, the system should reflect this in inventory, the financial transaction and start the fulfilment process (without redundant data input). This would better coordinate, speed up financial reporting and minimise inconsistencies among departments.
[bookmark: _Toc233289009]3.3 Real-Time Inventory Management
The ability to scan items with barcodes and, if feasible, RFID tags, should be included in the inventory module. Stock should automatically update on receipt of products, moving between stores, sale of products, return of products and damage to products. The system should indicate store-to-store availability, synchronise the online inventory, trigger reorder alerts and maintain safety-stock levels. Demand forecasting should be based on the seasons, promotions, and product trends as well as sales history. Studies have shown that AI-driven retail supply-chain planning can cut inventory expenses by 10–20% while decreasing stockouts by as much as 30% in Maldiva, with the benefits to Maldiva solely contingent upon the quality of implementation and the reliability of the data (Technowave Group, 2025).
[bookmark: _Toc233289010]3.4 Customer Relationship Management System (CRM) 
A CRM should make it a single point of contact for contact details, purchase history, online activity, marketing consent, complaints and returns. This would give the employees a unified customer view and allow the marketing team to segment customers and target them with appropriate promotions. Repetitive explanations and delayed responses are minimised through the assignment, tracking and escalation of service cases (Chatterjee and Chaudhuri, 2023). However, personalisation should only be based on data that is collected for that purpose, and data that his/her communication preferences will be disclosed should be necessary and have been lawfully collected, and the customer should have the right to know and control his/her communication preferences.
[bookmark: _Toc233289011]3.5 Business Intelligence and Decision Support
Business Intelligence dashboards should include the following information: Daily sales, Stock levels, Product profitability, Returns, Refunds, Store performance, Customer trends. Managers could view insights by product, channel, location and period, without having to wait for manually prepared spreadsheets (Murugan et al., 2024). Alerts can track products nearing stock-out, falling margins and/or large refund totals that might be atypical for the specific product. This would convert transaction data to information available in time for purchasing, pricing, marketing and capacity planning.
[bookmark: _Toc233289012]3.6 Security and GDPR Controls 
Role-based access, multi-factor authentication, encryption, audit trails, secure backups, retention schedules, and consent management are all important features of a platform to look for. Maldiva should also consider implementing patch management, incident-response protocols, supplier-security audits and regular staff training (Granata et al., 2024). These controls help minimise the risk and impact of any breaches and provide evidence of compliance with data-protection regulations.
[bookmark: _Toc233289013]3.7 Justification and Limitations
Maldiva's needs are met by the proposed platform, which links the inventory, customers, and reporting and finance. With automation, there should be less duplicate work, fewer errors, fewer refunds and fewer reporting delays. It may add costs such as licensing, configuration, data cleansing, integration, training and temporary disruption; but there may be longer-term value with reduced stock losses, improved forecasting, decreased administration, etc., and increased customer retention (Murugan et al., 2024).
Maldiva would be able to add new stores, increase transaction volume, add new channels and expand to new geographies without having to replace the entire system with cloud scalability. However, some risks of implementation are vendor lock-in, employee resistance, migration inaccuracy, and cost overruns. These should be managed by requirements analysis, a phased deployment, pilot testing, user participation and contractual service levels (Granata et al., 2024). Standalone solutions can seem less expensive up front, but would maintain data silos and the need for additional integration. Hence, an integrated platform offers a more robust strategic response.
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The proposed system should be implemented by Maldiva Ltd. through a controlled and phased process. The first step for the project team is to talk with sales, finance, inventory, marketing and customer service managers and employees. Map existing processes to see and understand information gaps, delays and duplications. Then, functional requirements, budget, project scope, GDPR rules, security, and performance levels should be defined (De Carvalho et al., 2020).
When vendor selection, Maldiva should check the functionality, total cost, scalability, security, integration capability, technical support and ease of use of potential vendors. The selected platform should integrate ERP, CRM, inventory management, e-commerce, and financial management while avoiding additional data silos (Murugan et al., 2024).
Customer, product and financial records to be obtained are to be cleansed before the migration. Entries should be checked for duplication / corrected for inaccuracies, and formats should be standardised. Data must be encrypted during movement, backup and data testing to ensure complete and accurate data. Then, integration with online ordering, store sales, payment, inventory and financial reporting processes should be realised.
Two to three stores, beginning with a department or a product category, is considered a pilot. The accuracy of the inventory, time to process orders, report accuracy, and users' satisfaction and system reliability should be measured. Any issues found in the pilot process need to be addressed before rolling them out more broadly (Granata et al., 2024).
But it is vital that adoption by employees is a requirement. Maldiva to provide role-specific workshops, practical demonstrations, user guides and help-desks. There should be some employees chosen to be system champions. By integrating humans more into the process at the beginning of automation and providing regular communication, resistance might be reduced as automation enables the human to do more work but not necessarily lose their job (Li et al., 2024).
One by one, scale up the system to all 30 stores. Some of the metrics management should track to include stock accuracy, cancellations, complaint resolution time, reporting speed, manual errors, customer satisfaction and system uptime.
Implementation Risks and Mitigation
	Risk
	Likelihood
	Impact Level
	Potential Impact
	Mitigation

	Staff resistance
	Medium
	High
	Low adoption, user errors and reduced productivity.
	Involve employees early, provide role-specific training and appoint system champions.

	Migration errors
	High
	High
	Incorrect customer, stock and financial records may weaken reporting and operations.
	Clean and standardise data, remove duplicates, create backups and conduct trial migrations.

	System downtime
	Medium
	High
	Sales, order processing and store activities may be interrupted.
	Use phased rollout, schedule changes outside peak periods and maintain recovery procedures.

	Cost overruns
	Medium
	Medium–High
	Unexpected licensing, integration and training costs may create financial pressure.
	Set a detailed budget, include contingency funds and monitor spending against milestones.

	Cyberattack
	Medium
	Very High
	Data theft may cause disruption, GDPR penalties and reputational damage.
	Apply encryption, multi-factor authentication, access controls, monitoring and staff training.

	Integration failure
	Medium
	High
	Systems may not exchange data correctly, preserving information silos.
	Test compatibility, use secure APIs and complete pilot testing before full rollout.





[bookmark: _Toc233289015]5. Conclusion
Maldiva’s manual and isolated systems are no longer capable of handling its growing omnichannel business. A lack of accuracy in inventory, disparate customer information, spreadsheets and poor integration and security are all factors that can affect efficiency and customer trust. Data would be centralised; workflows automated and real-time decision making enhanced with an integrated cloud-based ERP and CRM solution, along with inventory and Business Intelligence. Better access control, encryption, and GDPR utilisation of data practices would minimise legal and reputational risks. While there will be costs and disruption in implementation, there can be a phased rollout, test and evaluation pilots, employee training and ongoing employee performance. There will be costs and disruption in implementation, but the costs and disruption can be controlled by a phased rollout, test and evaluation pilots, employee training, and continuing employee performance. In sum, an integrated information system that is scalable will increase the accuracy of stock, enhance service quality, facilitate reporting, and strengthen the coordination of various departments in addition to supporting Maldives' sustainable future expansion.
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