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1. Introduction

Maldiva Ltd. is a rapidly expanding consumer electronics retailer. It now has 30 physical stores and an online shop. While it's good to grow quickly, Maldiva Ltd. is now suffering due to the fact that its information systems are outdated and do not integrate well. An information system is simply a combination of people, technology, and processes that a business employs to gather, store, and process data to support the smooth operation of the business and to make informed decisions (Laudon and Laudon, 2020). A good information system does not only store data, but also converts data into useful information that managers can use. It's a bit like the difference between a box of ingredients and a recipe. Maldiva Ltd. currently has the ingredients sales data, stock levels and customer information but lacks the recipe to mix them into something useful.
There are four major issues that the company is facing. First, it's a manual inventory tracking system, which means that there can be discrepancies between what's in the store and what's listed online. Second, customer information is distributed across various systems that don't communicate with one another, making it difficult to provide personalised service. Third, decision making is slow as sales reports are manually created in spreadsheets, which is time consuming and prone to errors. Fourth, the company does not have proper compliance with data protection law, especially GDPR, and the departments have different software which don't share data with each other. This report will examine the existing systems, identify the gaps, and propose a new system that can address these issues. It will also provide a step-by-step guide on implementing this system.







2. Evaluation of Existing Systems
2.1. Analyzing Current Systems
Currently Maldiva Ltd. has a manual inventory system. This means that the staff manually check the stock or manually update the spreadsheets, and not the system updating automatically when something is sold. This is a very old fashioned and slow method of keeping track of stock and is the type of problem that real-time inventory systems are meant to solve. Studies have revealed that retailers who do not use live tracking systems are more likely to experience stockouts and overstocking, which negatively impact profits and customer satisfaction. This is exactly what Maldiva Ltd. is doing: people place orders online and then learn that the product was not actually available.

2.2. Customer Relationship Management
The CRM situation isn't much better. Customer information is stored in different systems and not linked together, meaning that no one has a complete view of a customer's history. Research on CRM in retail has identified data integration as one of the largest problems for retailers when attempting to utilize customer data for marketing and service (Verhoef et al., 2010). Maldiva Ltd.'s marketing team is unable to send offers that a customer truly desires, and the support team is unable to view what a customer has purchased before when handling a complaint without joined-up data.
2.3. Reporting and Decision Making
To add to this, Maldiva Ltd. uses manually created spreadsheets for decision making. Spreadsheets work well for small data sets, but aren't suitable for a small business with 30 stores and an online shop that is rapidly expanding. Errors can easily be made, and once a report is completed, the information contained in it may be outdated. This is because managers are frequently making decisions based on outdated or inaccurate data, which is why the business case is describing poor forecasting. This issue is echoed in the wider literature on AI-supported demand forecasting, which highlights that manual, static reporting methods are a key barrier to accurate inventory and supply chain optimisation (Verma, 2024).
2.4. Data Protection and Compliance
Lastly, data protection is a concern. Maldiva Ltd. is not fully GDPR compliant and has no access controls. GDPR mandates that businesses take care of personal data, including implementing security measures and understanding where the personal data is stored throughout the organisation (Determann, 2019). Maldiva Ltd.'s customer data is stored in a number of disparate systems, making it extremely challenging to track the data or demonstrate that it is being managed securely, exposing the company to the risk of fines and reputational harm.
The root cause of all these problems is that none of Maldiva Ltd.'s systems are properly connected. Sales, finance, inventory, and customer service all operate in their own little world. This is the reason why staff members need to manually copy data from one department to another, which wastes time and opens the door for human error. This lack of integration is consistent with findings on real-time stock inventory management, which show that disconnected systems are a primary cause of the reporting delays and stock inaccuracies seen across retail environments similar to Maldiva Ltd. (Roosevelt, Veemaraj and Kirubakaran, 2024).

3. Recommended Solution
The most obvious answer for Maldiva Ltd. is to adopt a cloud-based Enterprise Resource Planning (ERP) system that includes a Customer Relationship Management (CRM) module. An ERP system is a software that integrates all the essential processes of a business, including sales, inventory, finance, and HR, into a single, unified system, ensuring that everyone operates on the same real-time data (Alsharari, Al-Shboul and Alteneiji, 2020). Rather than each department having its own software, all software is processed through a single platform.
Cloud ERP is particularly recommended over a traditional ERP system, which is installed on-site, for a few reasons. Firstly, cost. Cloud ERP is also known to reduce upfront costs, as there is no need to purchase and maintain costly servers, and it is typically subscription-based, which is ideal for a growing but still mid-sized retailer such as Maldiva Ltd. (Alsharari, Al-Shboul and Alteneiji, 2020). For a business operating 30 stores plus an online channel, this subscription model also means costs can scale in line with usage rather than requiring a single large capital outlay, which is particularly important given that Maldiva Ltd. is still in a growth phase and needs to preserve cash for expansion rather than tie it up in IT infrastructure. Secondly, scalability. As Maldiva Ltd. intends to continue growing, a cloud system can easily scale with the business, whereas on-site servers would require constant upgrading. Hustad et al. (2019) expands that this is especially relevant if they open further stores or expands its online offering, since a cloud platform can accommodate additional users, stores, and transaction volumes without a major redesign of the underlying infrastructure. Thirdly, cloud ERP providers typically include robust security measures and regular updates, which directly contribute to GDPR compliance, as access controls and encryption are handled and maintained by the provider. 
In addition to ERP, real-time inventory tracking at every store, such as by barcode scanning or RFID (radio frequency identification) tags, would eliminate the stock discrepancy issue. The use of RFID and real-time inventory systems allows a business to view stock levels in real-time from all locations and the website simultaneously, significantly reducing the occurrence of stockouts and overstocking as Maldiva Ltd. currently faces. Each time a product was sold in-store or online, the system would automatically update the stock levels across the board, meaning that customers would never be presented with an item that wasn't available. This kind of real-time visibility is also supported by evidence that streaming, sensor-based inventory data can materially reduce the lag between a sale occurring and stock records being updated across a retail network (Rambabu, Devan and Murthy, 2023). 
A CRM module integrated within the same ERP system would integrate customer purchase history, preferences, and support tickets into a single customer profile for CRM. One of the key success drivers for CRM systems is this type of integration, which directly enhances customer satisfaction and loyalty through more personalised and informed service. The marketing team could then send offers according to actual purchase history, and support staff could view a customer's entire history the moment they answered a call.
This combination system would also resolve the reporting issue. Managers would no longer have to manually create spreadsheets, but instead have live dashboards that automatically update with sales trends, stock levels, and financial data. This translates to forecasting being made on real-time, current data instead of manual reports, which results in improved and timely decision making. This is consistent with research on AI-driven demand forecasting, which finds that integrated, real-time data pipelines allow businesses to anticipate demand fluctuations and adjust inventory and staffing decisions far more precisely than static, manually updated reports allow (Verma, 2024). 
4. Implementation Plan
It should be rolled out in stages and not all at once to avoid disruption of daily operations.
The initial phase would involve a comprehensive assessment of Maldiva Ltd.'s existing systems and data to determine what needs to be transferred and cleaned up prior to the migration. For instance, if you have messy or duplicate customer data, you will need to clean it up before you move it to a new CRM, or else the new CRM will suffer from the same issues. This phase would realistically take around four to six weeks and should include a full data audit across all 30 stores, so that inconsistencies between store-level spreadsheets and head office records are identified early rather than being carried over into the new system.
The second step is to select a suitable cloud ERP provider and to first roll out in a few stores, and not in all 30 stores at once. This enables the business to identify and resolve issues at a small scale before a full rollout. A sensible approach would be to pilot the system in three to five stores of varying size over a two-to-three-month period, so that any issues with hardware compatibility, staff usability, or data accuracy can be identified and resolved before the cost and disruption of a full company-wide rollout is incurred.
The third step is training of staff. The new system is only as good as the people who use it, so all store managers and staff members who will use the system should be trained, not just walked through. The organisational and training issues are often the greatest obstacles to successful cloud ERP implementation, even more than the technology itself (Alsharari, Al-Shboul and Alteneiji, 2020). Training should be role-specific, with store staff focusing on point-of-sale and stock scanning functions, while managers and head office staff are trained on the reporting dashboards and CRM tools, ensuring each group only needs to learn the parts of the system relevant to their role.
The fourth step is integration with existing infrastructure, which involves ensuring that the new ERP and CRM system seamlessly integrates with the existing e-commerce platform, till systems, and hardware such as barcode scanners, allowing for automatic data transfer without manual reentry. This step carries a moderate risk of delay if legacy till systems are not natively compatible with the new platform, so it would be prudent to budget additional time and, where necessary, funding for middleware or hardware replacement to avoid this becoming a bottleneck for the wider rollout.
There will be some challenges to be faced. Staff might be reluctant to move away from the spreadsheets they are used to and communicating the reasons for the change will help. Also, there can be temporary decreases in productivity as employees adjust to the new system, but this is not a failure and should be expected. There's also the cost, but the benefits of fewer errors, lost sales and improved decision making should outweigh the setup costs in the long run. Given the scale of the rollout, it would also be sensible to set aside contingency budget, since unexpected costs commonly arise during data migration and staff training in projects of this size.

5. Conclusion
Maldiva Ltd is facing stock mismatches, fragmented customer information, delayed and inaccurate reporting, GDPR compliance risks, and all of these issues stem from a common source disconnected and outdated systems. The most obvious path is to use a cloud ERP system that includes a CRM module and real-time inventory management. This would bring all departments onto a single platform, providing real-time and accurate stock information, comprehensive customer visibility, automated reporting, and enhanced data security. Implementing this in phases, beginning with a pilot and ensuring staff are trained appropriately, will help to make the transition smoother and minimize disruption. This would reduce lost sales, enhance customer satisfaction, protect Maldiva Ltd. from legal risk, and facilitate the growth of the business in the long run.
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