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[bookmark: _Toc236691202]1. Background
In the extremely competitive retail climate of today, organisations are turning to integrated information systems more to boost operational efficiency, support strategic decision-making and promote consumer happiness. As companies expand across physical and digital channels, the capacity to collect, process and distribute correct information in real time has become a critical differentiator. As companies expand across physical and digital channels, the capacity to collect, process and distribute accurate information in real-time has become a critical differentiator.
Information systems allow businesses to unify corporate processes, increase communication across departments, and assist informed managerial decision-making (Laudon & Laudon, 2021). Similarly, Pantano (2020) says that digital transformation is now a must for retailers to adequately respond to shifting client expectations and ever more complicated market conditions.
Maldiva Ltd. is a fictional consumer electronics shop with 30 brick-and- mortar stores and an e-commerce website. There has been substantial revenue growth, but the old systems have not kept pace with the growth in revenue, but the old systems have not pace with the growth of the firm. Consequently, the company is experiencing multiple operational issues such as erroneous inventory management, scattered customer data, ineffective reporting processes, inadequate system integration, and vulnerabilities in data security and regulatory compliance. These problems decrease operational efficiency, increase operating expenses, hinder effective decision-making and severely impact customer satisfaction.
Research has found that firms that rely on disconnected legacy systems tend to have weaker organisational agility, data quality and decision-making speed than organisations that are employing integrated enterprise systems (Laudon and Laudon 2021). Moreover, successful digital transformation of companies needs not just adoption of new technologies but also that these innovations serve business objectives and add organisational value in the long term (Verhoef et al., 2021).
Hence, this report aims to assess the existing information systems that are currently in use by Maldiva Ltd., identify the operational constraints that are affecting the performance of the organisation and recommend an integrated information systems solution that will improve inventory management, customer relationship management, reporting, data security and cross-departmental integration. In addition, the report contains an implementation plan and considers how the proposed solution might help facilitate sustainable business growth and improve organisational performance.
[bookmark: _Toc236691203]2. Consideration of Existing Systems
Maldiva Ltd. is relying on ageing and disjointed information systems that are no longer supporting its growing retail activities. As the firm has developed beyond physical stores and e-commerce, the current systems have become increasingly inefficient, limiting communication across divisions and decreasing operational performance. Integrated information systems allow organisations to share information in real time, improving productivity and facilitating decision-making (Laudon & Laudon, 2021). However, the technologies in use at Maldiva Ltd. do not provide these benefits. Pantano (2020) says that merchants who do not upgrade their digital infrastructure risk losing competitiveness because of inefficient operations and poor consumer experiences.
One of the greatest flaws in the organisation is the manual inventory management method. The inventory is updated manually, which increases the chances of human mistakes and makes the stock accessible in real stores and the products shown online different. This leads to people buying out-of-stock items, resulting in order cancellations, refunds and worse customer satisfaction. Dendra, Amrina and Indrapriyatna (2023) mention that the automated inventory systems are improving the correctness of the stock and reducing operational errors through real-time inventory efficiency but negatively impact customer service and financial performance.
Another big problem is that the Customer Relationship Management (CRM) process in the company is fragmented. Customer data is housed in several siloed systems, so staff are unable to see full purchase histories and can only provide limited tailored customer support. Integrated CRM systems build up client relationships through the provision of a single, comprehensive customer database, according to Kumar, Mokha and Pattnaik (2022). However, the present structure makes it hard for both marketing and customer support teams to respond well to consumer needs, leading to lower customer support teams to respond well to consumer needs, leading to lower customer satisfaction and loyalty.
The organisation also has serious challenges with management reporting and decision-making. Sales reports are created manually with spreadsheets, which makes the reporting process slow and error-prone. As a result, managers are often forced to make strategic decisions based on stale data. Business intelligence systems support decision-making by providing businesses with accurate, real-time information (Olszak, 2021). Data stored in multiple platforms prevents management at Maldiva Ltd from getting solid business insights or reacting promptly to changing market conditions.
Finally, data security and technology integration deficiencies further lower organisational performance. Limited access controls risk unlawful access to consumer information and are a problem in achieving GDPR compliance (Dibble, 2020). Also, divisions such as sales, finance, inventory and customer support use different software programs that do not share information automatically. Integrated systems promote communication and eliminate duplication of effort between organisations (Langford, 2012). This means that the disconnected systems of Maldiva Ltd. raise the administrative burden, degrade the accuracy of data and hinder interdepartmental cooperation.
The overall review has shown that the information systems of Maldiva Ltd. cannot support the continued growth of the organisation. Manual processes, disjointed customer information, limited reporting capabilities, poor security and lack of system integration all point to the need for a modern integrated information system that can improve operational efficiency and support future business growth.




[bookmark: _Toc236691204]3. Proposed Solution
To tackle the operational issues observed at Maldive Ltd., it is recommended to adopt Microsoft Dynamics 365 as an integrated Enterprise Resource Planning (ERP) and Customer Relationship Management (CRM) system with business intelligence driven by Microsoft Power BI. The organisation would have a single platform to manage inventories, sales. finance, customer information and reporting, replacing the disjointed systems through the cloud-based solution.
 Integrated enterprise systems allow the sharing of information in real-time and reduce duplication of effort across corporate functions, which improves organisational performance (Laudon & Laudon, 2021). Likewise, Odell (2012) states that ERP systems enhance efficiency through the integration of the fundamental organisational functions on a single centralised platform.
[bookmark: _Toc236691205]3.1 Comparison to alternative systems
Maldive Ltd. could explore several ERP and CRM options to address its operational difficulties, including SAP S/4HANA, Oracle NetSuite and Salesforce CRM. SAP s/4HANA has a vast number of capabilities, but it is often more suitable for large international organisations due to the increased costs and difficulty of implementation (Laudon & Laudon, 2021). 
Oracle NetSuite is a flexible cloud-based ERP solution; however, Microsoft Dynamics 365 is better for integration with Microsoft applications like Power BI. While Salesforce is known for its advanced CRM features, it is mostly focused on customer relationship management and must be integrated with a different ERP system. Maldiva Ltd., a growing retailer, will find a more workable and affordable solution in Microsoft Dynamics 365, which combines ERP and CRM into one platform.
[bookmark: _Toc236691206]3.2 Business Benefits and Theoretical Rationale
The suggested solution will increase the accuracy of inventory with real-time stock updates, centralise customer information, strengthen cooperation between the departments and give real-time reporting for management with Microsoft Power BI. Olszak (2021) states that Business Intelligence enables improved organisational decision-making through converting operational data into valuable insights.
Additionally, the DeLone and McLean Information Systems Success Model proposes that high-quality systems, reliable information and effective service contribute to user satisfaction and organisational performance (DeLone and McLean, 2023). As a result, the implementation of Microsoft Dynamics 365 and Power BI is projected to enhance operational efficiency, customer happiness, regulatory compliance, and support future growth of the organisation.

 
[bookmark: _Toc236691207]4. Plan of implementation
A staged and systematic approach to rollout of Microsoft Dynamics 365 with Microsoft Power BI is key to minimising disruption and maximising user engagement. The initial step is to determine business needs, define project objectives and develop a realistic implementation schedule. Management, IT specialists and staff must cooperate to ensure that the new system will satisfy the demands of the company.
Stage two involves configuring the system and migrating data. Data cleansing and migration of existing customer, inventory, financial and sales data into the new platform will increase data accuracy and eliminate duplication. After the system is established, a pilot implementation should be conducted in the chosen stores before the whole deployment. This provides an opportunity to identify and correct potential technical issues and mitigate operational risk.
Another crucial issue is training employees for successful deployment. Laudon and Laudon (2021) indicate that when users obtain training and continuous technical support, they tend to adopt new information systems. Good communication at the time of implementation can also help to lessen the resistance of employees to change and increase the confidence of users.
The proposed solution will require expenditure on software licences, implementation services and staff training, but these costs are expected to be recovered through long-term gains such as increased operational efficiency, reduced through long-term gain such as increased operational efficiency, satisfaction. As a result, good planning, good leadership and regular monitoring are required to ensure the implementation will result in the intended organisational advantages.
[bookmark: _Toc236691208]5. Conclusion
The current information systems of Maldova Ltd. are not adequate to meet the continuous expansion and operational needs of the company. Manual inventory management, fragmented customer data, ineffective reporting, lack of data security and inadequate system integration reduce operational efficiency and severely impact customer satisfaction. The analysis has recommended Microsoft Dynamics 365 as the best fit for capability, scalability, integration and pricing for a growing retail organisation. The suggested solution would help Maldive Ltd. make better business decisions, improve inventory management, customer relationship management, reporting and data protection. 
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