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Improving Information Systems to Enhance Business Performance at Maldiva Ltd.
1. Introduction
In today's digital business environment, information systems play a vital role in supporting organisational efficiency, improving communication and enabling informed decision-making. As businesses expand across physical and online channels, they increasingly depend on integrated information systems to manage large volumes of operational and customer data accurately. Effective information systems help organisations automate routine processes, improve productivity and enhance customer satisfaction while providing managers with reliable information for strategic planning (Laudon and Laudon, 2022).
Maldiva Ltd. is a rapidly expanding consumer electronics retailer that operates 30 retail stores in addition to an online shopping platform. Although the organisation has experienced substantial business growth, its existing information systems have failed to keep pace with increasing operational demands. The company continues to rely on manual inventory management, disconnected customer databases and spreadsheet-based reporting, all of which reduce efficiency and increase the likelihood of errors. These outdated practices have begun to affect operational performance, customer experience and the organisation's ability to support continued growth.
The business case identifies several critical challenges that require immediate attention. One of the most significant issues is the manual inventory management process, which frequently results in differences between stock available in physical stores and products displayed on the online platform. Consequently, customers sometimes purchase products that are no longer available, leading to cancelled orders, delayed deliveries and unnecessary refund requests. Furthermore, customer information is dispersed across multiple independent systems, making it difficult for employees to access complete customer records or understand purchasing behaviour. This fragmentation reduces the quality of customer support while limiting the organisation's ability to deliver personalised marketing campaigns.
The organisation also faces difficulties with management reporting because sales information is manually compiled using spreadsheets. This approach is both time-consuming and vulnerable to human error, preventing managers from accessing accurate and up-to-date information when making important business decisions. In addition, inadequate security controls and poor integration between business systems increase cybersecurity risks and create challenges in complying with the requirements of the UK General Data Protection Regulation (UK GDPR) (Information Commissioner's Office, 2024).
This report evaluates the weaknesses of Maldiva Ltd.'s current information systems and proposes an integrated solution capable of improving operational performance, customer relationship management and organisational decision-making. It also outlines an implementation strategy designed to support successful system adoption while providing a scalable platform for future business development.

2. Evaluation of Existing Information Systems
Maldiva Ltd.'s current information systems no longer support the operational requirements of a rapidly expanding retail organisation. While the existing systems may have been appropriate when the company operated on a smaller scale, they have become increasingly inefficient as transaction volumes and customer expectations have grown. The organisation's reliance on manual processes and disconnected software creates delays, reduces productivity and limits the availability of accurate business information (Laudon and Laudon, 2022). The manual inventory management system represents one of the company's most significant operational weaknesses. Inventory levels are updated manually, increasing the likelihood of human error and creating inconsistencies between stock available in physical stores and products displayed on the e-commerce platform. This frequently results in cancelled customer orders, unnecessary refunds and reduced customer confidence. Although manual inventory systems involve relatively low implementation costs, they are unsuitable for organisations operating across multiple retail locations because they cannot provide real-time inventory visibility. According to Monk and Wagner (2013), integrated inventory management systems improve stock accuracy, reduce operational costs and enable organisations to respond more effectively to customer demand. Customer relationship management is also limited because customer information is stored across multiple disconnected databases. Employees cannot easily access complete purchase histories or previous customer interactions, reduce the quality of customer service and limiting opportunities for personalised marketing. Payne and Frow (2017) argue that organisations using integrated CRM systems develop stronger customer relationships by providing consistent service and gaining a better understanding of customer behaviour. Therefore, Maldiva Ltd.'s fragmented customer information reduces both operational efficiency and long-term customer loyalty.
Another major weakness is the organisation's dependence on manually prepared spreadsheet reports. Managers must gather information from different departments before compiling sales and financial reports, making the reporting process slow and vulnerable to human error. Consequently, strategic decisions may be based on outdated or inaccurate information, reducing the organisation's ability to respond quickly to changing customer demand and market conditions. Modern retailers require real-time business information to support forecasting, pricing decisions and inventory planning. According to Rikhardsson and Yigitbasioglu (2018), Business Intelligence (BI) technologies improve organisational performance by transforming operational data into meaningful insights through automated dashboards and real-time reporting.
Data security is another area where the organisation's current systems perform poorly. Maldiva Ltd. stores large amounts of customer information, including names, addresses and purchasing records, yet its existing systems provide limited security controls. Weak authentication methods and poor access management increase the risk of unauthorised access and cyberattacks. Failure to protect customer information could result in legal penalties under the UK General Data Protection Regulation (UK GDPR), financial losses and significant reputational damage (Information Commissioner's Office, 2024). Protecting information should therefore be considered a strategic priority rather than simply a technical requirement. The lack of integration between business departments creates further operational inefficiencies. Sales, finance, inventory and customer service operate using separate software applications that do not communicate effectively. Employees are therefore required to transfer information manually between systems, increasing administrative workload and creating duplicate or inconsistent records. Davenport (1998) explains that integrated enterprise systems improve organisational performance by providing a single source of accurate information that supports collaboration across departments. In comparison, Maldiva Ltd.'s fragmented systems reduce productivity and slow business processes.
Overall, the evaluation demonstrates that Maldiva Ltd.'s current information systems are no longer suitable for supporting a growing retail organisation. Manual inventory management, fragmented customer information, inefficient reporting, weak security controls and poor system integration reduce operational efficiency, increase costs and negatively affect customer satisfaction. These weaknesses clearly demonstrate the need for a modern integrated information system capable of improving business performance while supporting the organisation's future growth and long-term competitiveness.
3. Recommended Information System Solution 
Based on the evaluation of Maldiva Ltd.'s existing information systems, the most appropriate recommendation is the implementation of Microsoft Dynamics 365 Business Central, a cloud-based Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM) and Business Intelligence (BI) capabilities. This solution is suitable because it combines inventory management, finance, sales, purchasing and customer information within a single centralised platform. Unlike the company's current disconnected systems, an integrated ERP solution allows departments to share accurate information in real time, reducing duplication, improving communication and supporting faster decision-making (Laudon and Laudon, 2022). The proposed system would significantly improve inventory management by replacing manual stock control with automated real-time inventory tracking. Whenever a product is sold in a physical store or through the e-commerce platform, inventory records would update instantly across the organisation. This would reduce stock discrepancies, minimise cancelled customer orders and improve order fulfilment. Accurate inventory information would also enable managers to forecast demand more effectively, reducing unnecessary storage costs while ensuring products remain available when required. Monk and Wagner (2013) suggest that integrated ERP systems improve inventory accuracy and increase operational efficiency by automating routine business processes.
The integrated CRM functionality would also address the organisation's fragmented customer information. Customer purchase histories, preferences and previous interactions would be stored within one secure database, allowing employees to access complete records whenever required. This would improve customer service by enabling staff to resolve enquiries more efficiently while allowing the marketing department to develop personalised promotional campaigns based on customer behaviour. Payne and Frow (2017) argue that organisations using integrated CRM systems strengthen customer loyalty because they can provide more personalised services and develop stronger long-term relationships with customers.
Business Intelligence (BI) tools would replace the organisation's manual spreadsheet reporting with interactive dashboards and real-time analytics. Managers would have immediate access to key performance indicators such as sales trends, inventory levels, revenue and customer purchasing patterns. Consequently, management could make evidence-based decisions more quickly while improving forecasting accuracy and identifying new business opportunities. Rikhardsson and Yigitbasioglu (2018) found that organisations adopting Business Intelligence technologies improve strategic planning because managers have access to accurate and timely business information. Alternative ERP systems such as SAP Business One and Oracle NetSuite were also considered. Although both provide comprehensive business management functionality, Microsoft Dynamics 365 Business Central is considered the most suitable option because of its cloud-based architecture, scalability and compatibility with Microsoft applications such as Excel, Outlook and Microsoft Teams. Furthermore, its subscription-based pricing model reduces infrastructure costs while allowing the organisation to expand the system as the business grows (Microsoft, 2025).
Although implementing Microsoft Dynamics 365 Business Central requires investment in software licences, employee training and data migration, the long-term benefits outweigh the initial costs. Improved inventory control, automated reporting, stronger customer relationship management, enhanced data security and improved UK GDPR compliance will reduce operational risks while supporting future business growth. Therefore, Microsoft Dynamics 365 Business Central provides the most effective solution for addressing Maldiva Ltd.'s current challenges and achieving sustainable competitive advantage.
4. Implementation Plan
The successful implementation of Microsoft Dynamics 365 Business Central requires careful planning to minimise operational disruption and ensure the organisation achieves the expected benefits. A structured implementation approach will reduce project risks, encourage employee acceptance and improve the likelihood of a successful system deployment. According to Kotter (2012), effective organisational change depends on strong leadership, clear communication and employee involvement throughout the implementation process.
The first stage should involve analysing Maldiva Ltd.'s business requirements and establishing a dedicated project team. Representatives from the sales, finance, inventory, customer service and IT departments should work together to identify operational needs, define system requirements and develop a realistic implementation schedule. Involving employees at this stage allows valuable feedback to be gathered while reducing resistance to organisational change.
The second stage involves preparing and migrating existing business data into the new ERP system. Customer records, inventory information, supplier details and financial data should be reviewed carefully to remove duplicate, incomplete or inaccurate records before migration. High-quality data is essential because poor data quality would reduce the effectiveness of the new system. The ERP platform should also be integrated with the existing e-commerce website to ensure that inventory, customer information and financial records update automatically after every transaction.[image: ]
Figure 1: Implementation Plan for Microsoft Dynamics 365 Business Central at Maldiva Ltd. Source: Created by the author (2026).
Employee training is another key requirement for successful implementation. Different departments should receive role-specific training to ensure employees understand how to use the system effectively. Warehouse staff should be trained in inventory management, customer service employees should learn CRM functions, while managers should receive training on Business Intelligence dashboards and reporting tools. Continuous technical support should also be available after implementation to help employees resolve problems quickly and improve confidence when using the new system.
Although the proposed implementation offers significant benefits, several challenges may occur. Employees may initially resist the new system because they are familiar with existing working practices, while data migration and system testing may temporarily disrupt business operations. In addition, software licences, implementation consultancy and employee training require considerable financial investment. However, these risks can be reduced through phased implementation, effective communication, regular progress reviews and strong management support (Kotter, 2012).
Despite these challenges, the long-term benefits outweigh the initial investment. Improved inventory accuracy will reduce stock shortages and overstocking, while automation will reduce manual errors and administrative workload. Managers will benefit from real-time reporting that supports faster and more informed decision-making. Furthermore, enhanced security features, including role-based access controls, encryption and audit trails, will strengthen UK GDPR compliance and reduce the risk of cyberattacks (Information Commissioner's Office, 2024). Therefore, a well-managed implementation strategy will enable Maldiva Ltd. to improve operational efficiency, strengthen customer relationships and establish a scalable information system capable of supporting future business growth.
5. Conclusion
Maldiva Ltd.'s current information systems are no longer capable of supporting the organisation's rapid growth and increasing operational demands. The evaluation identified several weaknesses, including manual inventory management, fragmented customer information, inefficient reporting processes, poor system integration and inadequate security controls. These issues reduce operational efficiency, increase business costs and negatively affect customer satisfaction. If these challenges remain unresolved, the organisation may struggle to compete effectively within the fast-moving consumer electronics retail industry.
This report recommends implementing Microsoft Dynamics 365 Business Central, an integrated Enterprise Resource Planning (ERP) system with Customer Relationship Management (CRM) and Business Intelligence (BI) capabilities. The proposed solution will provide a centralised database that enables departments to share accurate information in real time, reducing manual processes and improving communication throughout the organisation. Real-time inventory management will reduce stock discrepancies, integrated CRM functionality will improve customer service and personalised marketing, while BI dashboards will provide managers with reliable information for faster and more informed decision-making.
Although implementing the proposed system requires investment in software, employee training and data migration, the long-term benefits are expected to outweigh the initial costs. Improved operational efficiency, stronger data security, enhanced UK GDPR compliance and better customer satisfaction will contribute to sustainable business growth and increased competitiveness. Furthermore, the cloud-based architecture of Microsoft Dynamics 365 Business Central provides the flexibility and scalability required to support Maldiva Ltd.'s future expansion.
In conclusion, adopting an integrated ERP, CRM and BI solution represents a strategic investment that will transform Maldiva Ltd.'s information management processes. By replacing outdated manual systems with a modern integrated platform, the organisation will improve productivity, strengthen customer relationships, reduce operational risks and establish a solid foundation for long-term success in the competitive retail market.
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Planning & Requirements

Data Migration

System Integration

Employee Training

Testing
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Monitoring & Support

Activity

Define business objectives, gather requirements,
and create a detailed implementation plan.

Clean, validate, and migrate data from existing
systems to Microsoft Dynamics 365 Business Central.

Integrate Microsoft Dynamics 365 Business Central
with e-commerce platform and other third-party tools.

Provide role-based training to employees to ensure
smooth adoption and effective system use.

Conduct system testing, user acceptance testing,
and resolve any issues identified.

Launch the system into production and ensure
all business processes run smoothly.

Continuously monitor system performance and
provide ongoing support and improvements.
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