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1. Introduction
Maldiva Ltd. is a fast-growing consumer-electronics retailer with 30 stores and an online platform, but its operational information systems have not developed in line with demand. Manual inventory records, disconnected customer databases, spreadsheet reporting, inadequate access controls and repeated data entry cause stockouts, overstocking, refunds, fulfilment delays and unreliable management information. These failures are interconnected: inaccurate transactions distort reports, fragmented records weaken customer service, and poor governance creates legal and reputational risk.
An information system is not merely software; it is an organised combination of people, processes, data and technology that converts transactions into information for coordination, control and decision-making (Laudon and Laudon, 2022). Accordingly, this proposal evaluates Maldiva's transaction-processing, customer, reporting and security arrangements and recommends a modular cloud enterprise resource planning (ERP) system integrating omnichannel inventory, order management, customer relationship management (CRM), business intelligence (BI) and finance. The objective is a controlled single source of truth rather than technology replacement without business justification.
[bookmark: _Toc235546529]2. Evaluation of Existing Systems
[bookmark: _Toc235546530]2.1 Operational and Customer-Facing Weaknesses
Maldiva's manual inventory arrangement is an ineffective transaction-processing system. Sales, returns, transfers, damaged goods and online reservations are not recorded consistently at source, so reported availability may differ from physical stock. Employees consequently investigate discrepancies, customers experience cancellations, and managers retain excessive safety stock. In omnichannel retail, stores also function as fulfilment centres; therefore, stock visibility, order allocation, replenishment and returns must be coordinated across the whole network rather than managed separately by channel (Hübner, Hense and Dethlefs, 2022).
The current CRM arrangement is similarly decentralised. Marketing holds email preferences, e-commerce retains orders, and customer service records complaints separately. Without a common customer identifier, employees cannot establish a complete purchase and service history or distinguish emerging loyalty from isolated transactions. The consequences include generic promotions, duplicated communication and delayed complaint resolution. Marketing commitments and operational capacity must be coordinated because disconnected inventory and service data can allow aggressive campaigns to increase stockouts and returns (Bijmolt et al., 2021).
[bookmark: _Toc235546531]2.2 Management Information, Integration and Control
Spreadsheets provide flexibility but are unsuitable as Maldiva's principal management information system. Manual extracts create version conflicts, formula errors and reporting delays, so executives receive retrospective totals rather than timely exception information. Forecasts are then developed from inconsistent product, store and customer definitions. A BI dashboard alone cannot correct these weaknesses because analytics creates value only when reliable data is combined with appropriate managerial routines and operational capabilities (Mikalef et al., 2020a).
Fragmentation also exists between departmental applications. Labour requirements and mismatch risks increase when one online sale is re-entered into inventory, finance and customer-service systems. The absence of shared master data also obscures accountability for correcting errors. Data ownership, common standards and explicit decision rights determine whether information is reusable and trustworthy; information governance is therefore a business requirement rather than an administrative preference (Mikalef et al., 2020b).
Security controls are currently reactive. Least-privilege access, retention rules, audit trails and deletion are difficult to enforce across dispersed files. The concern is ethical as well as legal: excessive collection, opaque profiling and access beyond occupational need can undermine customer trust even without a reported breach. Privacy by Design must therefore operate throughout the information lifecycle rather than being added after system configuration (Bu et al., 2020).
[bookmark: _Toc235546532]2.3 Critical Evaluation of Strategic Options
The three options were assessed against functional fit, integration, scalability, total cost, implementation risk and control. Patching existing tools offers limited disruption but retains duplicate data and hidden manual costs. Best-of-breed inventory, CRM and analytics applications provide specialist capability, but increase interface, vendor-management and data-reconciliation complexity. A heavily customised integrated system could standardise processes but would be difficult to upgrade and dependent on bespoke development. ERP research identifies implementation, integration, user participation, decision-making and risk management as recurring concerns; consequently, the preferred architecture should combine integration with disciplined scope and controlled configuration (Martins and Belfo, 2023). The integrated option is therefore superior only if standard processes satisfy most requirements; otherwise, specialist applications may remain preferable where distinctive capability creates measurable value.




	Option
	Immediate attraction
	Critical limitation
	Judgement

	Patch existing systems
	Limited initial disruption
	Duplication and manual controls remain
	Reject

	Specialist applications
	Strong specialist functionality
	Integration and vendor complexity
	Conditional alternative

	Integrated cloud ERP
	Integrated, scalable workflows
	Greater implementation effort
	Recommend with phased governance



[bookmark: _Toc235546533]3. Recommended Solution
[bookmark: _Toc235546534]3.1 Modular Cloud ERP and Omnichannel Operations
Maldiva should procure a modular cloud ERP platform based on common product, location, supplier, customer and transaction records. Standard application programming interfaces should connect point of sale, e-commerce, purchasing, perpetual inventory, inter-store transfers, returns, order orchestration and finance. Each authorised transaction would update one controlled record. For example, an online order would verify available-to-promise stock, select an appropriate fulfilment location, generate picking activity and post the financial effect without duplicate entry. The shared data model would also support consistent financial reconciliation, responsibility tracking and real-time management reporting across stores and digital channels.
Barcodes should record receipts, sales, transfers, returns and write-offs. Replenishment should initially use transparent rules based on demand, lead time, safety stock and service level, followed by advanced forecasting when data quality is stable. This sequencing avoids automating unreliable historical patterns. Cloud deployment supports additional stores and transaction volumes without major local infrastructure investment, but Maldiva should restrict customisation, negotiate data-portability and exit clauses, and document interfaces to reduce technical debt and vendor lock-in. Scalability should be verified through volume testing, service-level commitments and projected five-year subscription costs rather than accepted from vendor claims.
[bookmark: _Toc235546535]3.2 CRM, Business Intelligence and Data Governance
Within an integrated CRM, consent, purchases, returns, service cases and campaign responses should be connected to a governed customer profile. Customer-service employees would access a complete history, while marketing could segment customers by relationship recency, product interest and service status. Personalisation should not become unrestricted targeting; it should balance value creation, communication, distribution, data management and customer protection (Hossain, Akter and Yanamandram, 2020). Customers who withhold marketing consent must retain equivalent service, while campaign evaluation should include margin, complaints and opt-outs alongside response rates. Segmentation rules should be documented and periodically reviewed to prevent inaccurate or discriminatory treatment.
The BI layer should provide role-specific, exception-oriented dashboards. Store managers require stock accuracy, unfulfilled orders, returns and local sales; buyers require lead-time variance, stock cover and forecast error; executives require gross margin, working capital, channel profitability and customer satisfaction. Data owners should approve definitions and quality thresholds for products, customers, suppliers and finance. Automated lineage and validation should be introduced gradually because operational data governance is strongest when lifecycle controls are embedded in daily integration (Nadal et al., 2022).
[bookmark: _Toc235546536]3.3 Security, Ethics, Sustainability and Business Value
Required security controls include role-based access, multi-factor authentication for privileged accounts, encryption, logging, tested backups, vulnerability management and periodic access reviews. Before migration, a data protection impact assessment should define lawful purposes, data minimisation, retention, data-subject rights and incident responsibilities. Ethical control extends beyond formal compliance by applying shared values to data capture, automated decisions, impact review and system refinement (Lobschat et al., 2021). Forecasts and customer segments should therefore be explainable, monitored for error and open to human challenge. Customer-data access should be restricted by role, reviewed regularly and withdrawn promptly when responsibilities change.
Sustainability should influence vendor selection and system operation. Maldiva should require energy and carbon reporting, minimise unnecessary data retention, extend device life and dispose of replaced equipment responsibly. Improved stock visibility can reduce emergency transfers, avoid excess inventory and streamline fulfilment. Nevertheless, benefits must be evidenced. The business case should compare subscription, integration, migration, training, support and exit costs against fewer refunds, lower inventory holdings, reduced manual work and recovered sales. Approval should depend on a documented return-on-investment model and sensitivity analysis for lower-than-expected benefits.
[bookmark: _Toc235546537]3.4 Limitations and Decision Boundaries
The recommendation has important limitations. ERP integration cannot correct stock records when employees bypass scanning, while forecasting cannot eliminate uncertainty arising from promotions, supplier delays or product obsolescence. Customer matching may generate false duplicates, and a cloud outage could affect every store simultaneously. Maldiva should therefore retain cycle counting, exception review, supplier escalation and tested offline procedures. Automated replenishment should operate within value and quantity limits, with buyer approval for unusual decisions. CRM segments require clear justification and procedures for correcting inaccurate profiles. These controls recognise that information quality depends on both system design and human practice. These limitations also justify managerial override and avoidance of fully autonomous decisions during early deployment.
[bookmark: _Toc235546538]4. Implementation Plan
[bookmark: _Toc235546539]4.1 Governance and Phased Delivery
The CEO should sponsor the programme, supported by a steering group representing stores, e-commerce, finance, marketing, customer service, IT and data protection. Top-management support, disciplined project management and user capability are consistently associated with ERP implementation success (Idilbi and Abu-Shanab, 2022). Phase one should map processes, establish performance baselines, define minimum viable scope and assess vendors through scripted retail scenarios. Phase two should configure standard workflows, cleanse master data and design integrations. Phase three should pilot e-commerce and three representative stores before four controlled rollout waves. Each gate should require reconciled inventory and finance, acceptable response times, no critical security defects and trained users. A formal change-control process should prevent optional features from delaying the operational core.
[bookmark: _Toc235546540]4.2 Change, Risk and Benefits Realisation
Training must be role- and scenario-based. Super-users should practise stock receipt, partial fulfilment, transfers, returns, failed payments and complaint escalation in a sandbox, followed by on-floor support. Communication should explain changes in responsibilities and performance measures because resistance may reflect workload, control or job-redesign concerns. Testing must cover the complete order-to-cash and return-to-refund processes, supported by repeated migration rehearsals, rollback plans and temporary continuity procedures. Training completion should be assessed through practical competency tests rather than attendance records.
Principal risks include poor data, scope creep, excessive customisation, interface failure, cyber incidents, weak adoption and vendor dependency. Controls should include a design authority, named issue owners, independent security testing, contractual service levels and documented exit arrangements. Benefits should be assigned to accountable managers and compared with pre-implementation baselines for stock accuracy, online cancellations, fulfilment time, inventory days, refund value, forecast error, complaint-resolution time, reporting time, availability and active use. Technical go-live does not complete digital transformation because successful change also reshapes structures and performance measures (Verhoef et al., 2021). Risk owners should report status and residual exposure at every steering-group meeting.
[bookmark: _Toc235546541]4.3 Review and Continuous Improvement
The steering group should compare actual results with baseline performance 30, 90 and 180 days after each rollout wave and examine intended and unintended effects. For example, a lower cancellation rate accompanied by excessive transfer costs would require fulfilment rules to be adjusted rather than the rollout being declared successful. User feedback, access exceptions, data-quality defects and support demand should be assessed alongside financial outcomes. Enhancements should enter a prioritised backlog according to business value, risk and compatibility with standard upgrades. This review cycle allows Maldiva to redesign or remove functions that do not deliver measurable value while preserving resilience as channels and product categories expand. Benefits that fail to materialise should trigger corrective action rather than retrospective reclassification of targets.
[bookmark: _Toc235546542]5. Conclusion
Maldiva's difficulties reflect outdated software, fragmented processes, unreliable data and weak governance. Patching current tools would preserve these causes, while separate specialist applications would add integration burden. A phased modular cloud ERP offers the strongest fit for growth, coordination and security by integrating omnichannel transactions, CRM, BI and finance. Its success depends on process consistency, clean data, privacy-conscious design, disciplined change management and accountable benefit ownership. A pilot and gated rollout should therefore be used to improve stock reliability, fulfilment, customer service, decision speed and organisational accountability.
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