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Executive Summary
Maldiva Ltd. is growing fast, but its disconnected legacy IT systems are holding it back. This causes critical issues including inventory errors (mismatches between online and in-store stock), fragmented customer data, slow and manual spreadsheet reporting, and serious GDPR compliance/security risks.
The Solution:
Replace the old software with a unified, cloud-native Tier-1 ERP system (such as SAP or Oracle NetSuite) that integrates inventory, CRM, and sales into a single, real-time database.
The Benefits:
Accurate Inventory: Syncs online and in-store stock instantly to prevent overselling.
Better Customer Service: Gives marketing and support teams a complete view of customer data.
Automated Data: Eliminates manual data entry and provides live financial insights.
Strict Security: Built-in encryption and access controls ensure full GDPR compliance.
The Plan:
The transition will be managed via a low-risk, 12-month phased rollout (including data cleaning and a regional pilot test) to avoid disrupting daily operations.
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1. Introduction
[bookmark: _Toc234746082]1.1 Business Overview
Maldiva Ltd. is a rapidly growing consumer electronics retailer operating a hybrid business model that spans 30 physical brick-and-mortar storefronts alongside a scaling e-commerce platform. The consumer electronics market is characterized by short product lifecycles, rapid technological obsolescence, high capital value per unit, and intense price competition (Chae, 2020). While Maldiva Ltd. has achieved significant top-line revenue growth over the past year, its underlying operational foundation is failing to support this trajectory. 
[bookmark: _Toc234746083]1.2 Identification of Key Challenges
The symptoms of Maldiva Ltd.’s operational distress are systemic, compounding across multiple functional departments. An initial diagnostic assessment identifies five core macroscopic challenges:
Omnichannel Inventory Desynchronization: A manual, batch-processed, or localized inventory tracking system creates a delta between actual physical stock and digital e-commerce availability. This leads to stockouts, phantom inventory, high refund rates, and degraded customer trust.
Fragmented Customer Data Silos: Customer Relationship Management (CRM) processes are non-existent or distributed across disconnected repositories. The marketing team is structurally incapable of executing data-driven segmented campaigns, and the support team operates blind, lacking centralized transaction histories.
Data Lag and Error-Prone Reporting: Strategic decision-making relies on manually compiled spreadsheets. This creates an architecture plagued by human error, information latency, and a complete absence of real-time predictive analytics or demand forecasting.
Regulatory Non-Compliance and Security Risks: The infrastructure lacks baseline role-based access controls (RBAC) and unified data logging, leaving the organization in direct violation of the General Data Protection Regulation (GDPR) and highly vulnerable to catastrophic cyber threats.
Inter-Departmental Functional Silos: Sales, finance, and inventory teams operate on disparate, non-integrated software platforms. The resulting reliance on manual data transcription creates severe operational bottlenecks, labor inefficiencies, and systemic data corruption.
[bookmark: _Toc234746084]2. Evaluation of Existing Systems
To formulate an architectural roadmap, we must map the current state of Maldiva Ltd.'s information systems (IS). The current architecture can be classified as a fragmented, legacy transactional ecosystem exhibiting extreme decoupled topography.
[bookmark: _Toc234746085]2.1 Inventory and Order Management Inefficiencies
The current inventory infrastructure depends on localized manual tracking. In a modern retail environment, inventory data must exist as a real-time state engine. At Maldiva Ltd., when an item is purchased in a physical store, the inventory subtraction is not broadcasted instantly to the e-commerce database. This architecture creates a classic "race condition" where online consumers purchase items that have already physically departed the brick-and-mortar loading bays.
From an operations management perspective, this lack of visibility prevents the application of fundamental inventory optimization models, such as the Economic Order Quantity (EOQ) or automated Reorder Point (ROP) formulas (Heizer, Render and Munson, 2020). Store managers are forced to guess safety stock thresholds, resulting in a dual financial penalty: localized capital lockup due to overstocking of slow-moving inventory, alongside simultaneous revenue loss due to understocking high-demand electronics.
[bookmark: _Toc234746086]2.2 Customer Relationship Management Gaps
The organization's customer data architecture is highly fractured. Marketing operates on isolated list-generation tools, while customer support utilizes disconnected ticketing or manual lookup protocols. In information architecture terms, there is no single source of truth (SSOT) for consumer identities (Laudon and Laudon, 2021).
Without an integrated data schema linking a customer's physical store transactions with their e-commerce browsing and purchasing history, Maldiva Ltd. cannot compute critical retail metrics such as Customer Lifetime Value (CLV) or Churn Propensity. Marketing expenditures are wasted on generic, non-personalized campaigns that yield low conversion rates. Concurrently, customer service agents face high Average Handle Times (AHT) because they must manually query multiple systems to verify a customer's proof of purchase, escalating operational costs and driving down customer satisfaction (CSAT) scores.
[bookmark: _Toc234746087]2.3 Reporting, Decision-Making, and Latency
The business intelligence (BI) capability of Maldiva Ltd. is entirely reactive. The current workflow requires employees to extract CSV or Excel data from various disconnected systems and combine them manually into master sheets. This approach suffers from two fatal flaws:
Semantic Discordance: Different departments define metrics differently (e.g., "Gross Revenue" calculated before vs. after returns/discounts across sales and finance systems).
Temporal Latency: By the time a multi-store spreadsheet is compiled, cleansed, and verified, the underlying market data is frequently days or weeks old.
In the fast-moving consumer electronics sector, this delay prevents leadership from identifying and capitalizing on sudden micro-trends, optimizing pricing dynamically, or adjusting procurement schedules against real-time velocity metrics (Turban et al., 2018).
[bookmark: _Toc234746088]2.4 Security and Regulatory Compliance Vulnerabilities
The current state of data management represents an existential compliance threat under the European Union’s General Data Protection Regulation (GDPR), which applies to any entity processing data of EU citizens, and serves as the global benchmark for privacy law (Voigt and Von dem Bussche, 2017). Maldiva Ltd. lacks centralized credentialing and granular, role-based access controls. Customer Personally Identifiable Information (PII) resides in unencrypted local spreadsheets accessible to unauthorized personnel.
Furthermore, the system lacks comprehensive audit logs, making it impossible to detect who accessed, altered, or exfiltrated data. Under GDPR Article 83, administrative fines for non-compliance can reach up to €20 million or 4% of global annual turnover whichever is higher meaning Maldiva's legal and financial survival is acutely threatened by its current technical debt.
[bookmark: _Toc234746089]2.5 The Architectural Bottleneck: Lack of Integration
The root cause of Maldiva Ltd.’s operational friction is the total absence of enterprise application integration (EAI). The standalone software packages used by sales, finance, and inventory function as strict data silos. Data propagation across these domains requires manual human intervention.
This layout incurs high transactional friction: employees spend valuable hours re-keying invoices, updating ledger balances, and reconciling sales logs. Every instance of human data entry introduces an error rate typically estimated between 1% and 5% in manual processing environments (Hoyle, 2018). These micro-errors compound as they move through the organization, culminating in severe macro-level discrepancies between bank balances, physical stock counts, and declared financial statements.
[bookmark: _Toc234746090]3. Recommended Solution
To resolve these systemic inefficiencies, Maldiva Ltd. must transition away from its decoupled legacy infrastructure and implement a unified enterprise architecture.
[bookmark: _Toc234746091]3.1 The Proposal: Cloud-Based Tier-1 ERP with Integrated CRM and Omnichannel POS
It is recommended that Maldiva Ltd. implement a unified, cloud-based Enterprise Resource Planning (ERP) platform—specifically SAP S/4HANA Cloud or Oracle NetSuite—configured with fully native Customer Relationship Management (CRM) and Omnichannel Point-of-Sale (POS) modules. Rather than attempting a "best-of-breed" strategy using discrete platforms connected by custom APIs, a single vendor ecosystem is recommended to ensure seamless data normalization, out-of-the-box regulatory compliance, and an absolute elimination of inter-departmental data silos.
[bookmark: _Toc234746092]3.2 System Architecture and Functional Alignment
The proposed solution will consolidate Maldiva's disparate applications into a single cloud ecosystem running on a centralized database. The functional components will operate as follows:


	Module / Layer
	Functional Scope & Capabilities
	Business Realization for Maldiva Ltd.

	Unified Core Database
	Single relational/in-memory data repository serving all business units globally.
	Eliminates data silos; creates a Single Source of Truth (SSOT); removes manual data transcription.

	Omnichannel Inventory Control
	Real-time state tracking across all 30 stores, warehouses, and e-commerce pools.
	Eradicates e-commerce phantom stock; automates reorder thresholds; reduces safety stock carrying costs.

	Integrated CRM Module
	360-degree customer profiling linking in-store POS and online transaction data.
	Enables personalized marketing campaigns; drives down support Average Handle Time (AHT) via unified records.

	Automated Financials & BI
	Real-time ledger updates linked directly to POS sales; embedded analytics dashboards.
	Replaces manual spreadsheet consolidation with instant, error-free financial reporting and trend forecasting.

	Security & Compliance Layer
	End-to-end encryption, strict Role-Based Access Controls (RBAC), and immutable audit logs.
	Ensures structural compliance with GDPR; minimizes data breach risks and legal exposure.



[bookmark: _Toc234746093]3.3 Justification for the Strategic Recommendation
Strategic Business Needs
The consumer electronics sector requires extreme agility. A unified cloud system instantly reconciles sales data with inventory levels. If an online customer purchases a specific laptop model, that unit is immediately locked within the central inventory state engine, signaling the physical store or regional distribution center to pick, pack, and ship it. This eliminates the race conditions that cause costly refunds and sour customer relationships.
Operational Efficiency
By automating data transmission between sales, finance, and logistics, Maldiva Ltd. removes manual data re-entry. This optimization reallocates hundreds of collective staff hours per week from administrative maintenance to high-value operational tasks, such as active floor sales, customer engagement, and strategic procurement negotiation.
Financial Viability and Cost-Benefit Realization
While a Tier-1 cloud ERP requires a significant capital investment, its Software-as-a-Service (SaaS) subscription model shifts expenditures from upfront Capital Expenditure (CapEx) to predictable, operational-driven Operational Expenditure (OpEx) (Oshri, Kotlarsky and Willcocks, 2018). The return on investment (ROI) is achieved by eliminating overstocking through precise demand forecasting, reclaiming lost sales caused by online stockouts, reducing workforce overhead dedicated to manual data entry, and avoiding multi-million euro GDPR regulatory penalties.
Scalability and Future Proofing
As a fast-growing enterprise planning further physical and digital expansions, Maldiva Ltd. cannot afford an infrastructure that buckles under increased load. Cloud-native solutions offer near-infinite horizontal and vertical scaling. Opening a 31st or 50th retail location becomes a standardized software deployment pattern: provisioning new cloud POS licenses that inherit the core organizational logic, tax configurations, and inventory rules instantly.
[bookmark: _Toc234746094]4. Implementation Plan
Implementing a core enterprise system requires a highly structured, phased methodology to mitigate severe operational risks. The project will follow a rigorous Phased Rollout Framework over a projected 12-month lifecycle, avoiding the high failure rates associated with "Big Bang" cutovers (Jacobson, Booher and Rayner, 2020).
[bookmark: _Toc234746095]4.1 Phased Execution Roadmap
Phase 1: Discovery, Scoping, and Process Blueprinting (Months 1–2): A cross-functional steering committee comprising IT consultants, executive leadership, store managers, and representatives from finance, marketing, and logistics will be formed. This phase maps out existing workflows to configure the ERP platform without heavily altering its standard code base—a practice known as adopting "Vanilla" enterprise software to ease future upgrade paths (Romero et al., 2021).
Phase 2: System Architecture Build and Configuration (Months 3–5): The cloud infrastructure is provisioned. Developers configure the database schemas, establish API endpoints for the e-commerce interface, design the master ledger architecture, and institute the necessary technical privacy controls (such as data masking and encryption protocols) to satisfy GDPR compliance.
Phase 3: Data Migration and Validation (Months 6–8): Legacy data from the various store spreadsheets, disconnected CRM databases, and financial systems must be extracted, cleansed, and transformed. A rigorous Extract, Transform, Load (ETL) pipeline will filter out duplicate records, format inconsistent customer entries, and establish a clean, verified database before migration into the cloud system.
Phase 4: Training, Integration Testing, and Simulation (Months 9–10): Comprehensive sandbox environments will be deployed to conduct end-to-end integration testing. User Acceptance Testing (UAT) ensures all edge cases (e.g., handling cross-store customer returns or partial order fulfillments) execute successfully. Concurrently, hands-on user training programs begin across all departments.
Phase 5: Go-Live, Phased Rollout, and Hypercare Support (Months 11–12): Rather than transitioning all 30 physical stores simultaneously, a phased cutover will occur. The system will launch first on the e-commerce site and a small pilot group of three high-volume brick-and-mortar stores. Lessons learned from this pilot phase will be used to refine processes before deploying the system to the remaining 27 stores in weekly cohorts. A dedicated "Hypercare" support team will remain on-site and on-call to address any operational bugs immediately.
[bookmark: _Toc234746096]4.2 Critical Implementation Considerations
Change Management and Workforce Training
The primary point of failure for enterprise IT projects is rarely technical; it is human resistance to change (Markus, 2015). Employees accustomed to using local spreadsheets may feel overwhelmed by the rigid governance of a structured ERP system. To manage this, Maldiva Ltd. must implement a Change Management framework based on the Prosci ADKAR model (Awareness, Desire, Knowledge, Ability, and Reinforcement). We will identify and train "Super Users" within each retail store and corporate department. These individuals will act as peer-level champions, providing on-the-ground support and driving cultural adoption of the new digital workspace.
Integration with Existing E-Commerce Infrastructure
If Maldiva’s current front-end e-commerce platform provides a strong user experience, it can be retained and linked to the new ERP core via robust, bidirectional Representational State Transfer (REST) APIs. This architectural pattern allows the e-commerce front-end to act as a presentation layer, while the cloud ERP serves as the headless transactional engine managing inventory, order dispatch, and financial logging in real time.





4.3 Risk Identification and Mitigation Matrix
Any enterprise transformation introduces operational risk. The table below outlines the primary technical and structural risks faced by Maldiva Ltd., along with their corresponding strategic mitigation protocols:


	Risk Category
	Risk Description
	Probability / Impact
	Proactive Mitigation Strategy

	Data Corruption During Migration
	Legacy data is messy and fragmented; migrating corrupt files will break the target database structures.
	    High / High
	Enforce strict automated staging areas and ETL validation protocols. No legacy dataset will be pushed to production without passing comprehensive automated checksum validations and schema audits.

	Operational Downtime During Cutover
	System outages during deployment could halt store transactions, leading to lost revenue and customer frustration.
	Medium / Critical
	Execute all cutover procedures during low-traffic windows. Maintain the old legacy systems in a read-only state for a 30-day parallel period to serve as an emergency fallback option.

	User Adoption Resistance
	Front-line employees and store managers may bypass the ERP system, using offline spreadsheets out of habit.
	   High / Medium
	Formally decommission legacy spreadsheet permissions and revoke access to old standalone platforms. Link KPI metrics and store performance bonuses directly to data pulled exclusively from the official ERP analytics dashboards.



[bookmark: _Toc234746097]5. Conclusion
Maldiva Ltd.’s current operational model is limited by its fragmented, legacy IT infrastructure. The manual inventory processing, data silos, reliance on spreadsheets, and compliance vulnerabilities threaten its market position and expose it to severe legal and financial liabilities. Continuing down this path will cause operational bottlenecks to worsen as the business tries to scale.
Implementing a unified, cloud-based ERP and CRM ecosystem provides a clear path forward. This investment resolves immediate operational bottlenecks by syncing omnichannel inventory in real time, unifying customer data, automating financial workflows, and securing PII to ensure strict GDPR compliance. More importantly, it shifts Maldiva Ltd. from a reactive stance to a data-driven, agile enterprise capable of scaling effortlessly across new digital platforms and physical stores. Moving ahead with the 12-month phased implementation plan will modernize operations and provide a stable foundation for profitable, long-term growth.
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