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1.Introduction
Maldita Ltd. is a fast-growing consumer-electronics retailer operating 30 stores and an online store. 
Sales growth is being held back by separate systems that do not work together rather than market demand. Manual inventory records create overselling and excess stock; customer data stored in separate systems prevents effective service and personalised marketing; spreadsheet reporting delays decisions; and weak access controls expose the company to privacy and cyber risk. The result is preventable refunds, delayed fulfilment, overstocking, weak forecasting and poor customer experiences.

 The recommended solution is a cloud business system with connected modules integrating enterprise resource planning (ERP), customer relationship management (CRM), order and inventory management, and business intelligence (BI) for reports and dashboards through a shared data structure with clear controls. This option offers stronger complete process control than isolated replacements while avoiding the high cost and dependence created by extensive custom-built software. A phased, 12-month rollout begins with discovery, data management and system design, then pilots’ inventory and order processes before expanding to CRM, finance, analytics and all 30 stores. Benefits will be measured through inventory accuracy, online cancellation rates, fulfilment time, reporting cycle time, customer-service resolution and security compliance. The proposal emphasises improving the way work is carried out, data quality, training and strong management because enterprise-system value depends on organisational use by employees as much as technology.




1.1 Key challenges and proposal objective
Five connected challenges require attention: inaccurate stock visibility, fragmented customer information, slow reporting, inadequate data protection, and weak links between departments. Treating each area separately would create more interfaces and unclear responsibility for data. The proposal therefore evaluates the present environment and recommends an integrated information-system structure that supports control of daily work, decisions based on accurate evidence and future growth. The objective is not simply software replacement; processes, roles, data standards and controls must be redesigned so that one trusted transaction can support selling, reordering stock, finance, service and analysis (Laudon and Laudon, 2022; Stair and Reynolds, 2020).











2.Evaluation of Existing Systems
The present environment resembles a collection of separate systems used by each department with spreadsheets acting as the integration layer. Such arrangements may be inexpensive when volumes are low, but they become fragile as channels, products and locations grow. Table 1 links each current weakness to its day-to-day and long-term effect.

	Current system
	Information-system gap
	Business consequence

	Manual inventory tracking
	Updates are delayed and inconsistent across 30 stores and online stock
	Overselling, refunds, excess stock, missed sales and slow fulfilment

	Disconnected customer records
	No reliable customer number or complete purchase and customer-service history
	Repeated questions, weak complaint handling and untargeted marketing

	Spreadsheet reporting
	Manual extraction, checking that figures match and formula dependence
	Errors, out-of-date reports, slow forecasting and weak management control

	Separate sales, finance and inventory tools
	Duplicate entry and unclear ownership of master data
	Labour waste, delays in checking that figures match and different figures for the same activity

	Weak security and privacy controls
	Excess access, poor ability to follow and check activity and uncertain data retention and consent status
	Unauthorised disclosure, regulatory exposure and loss of trust


Table 1. Evaluation of Maldiva Ltd.’s current information systems

The greatest weakness is the absence of one reliable version of the data. A sale should reserve stock, update availability, create the financial record and enrich the customer record once. Instead, Maldiva’s employees transfer the same facts between applications, creating delays and conflicting versions. This limits both systems used for daily work and systems that provide information to managers: dashboards cannot be reliable when their original data is incomplete or late. ERP research shows that benefits for the business come from linking business processes and systems, not merely ownership of individual modules (Ruivo, Oliveira and Neto, 2017). CRM also produces greater value when integrated with ERP rather than deployed as a stand-alone application (Hendricks, Singhal and Stratman, 2007).
The present approach also creates ethical issues. Separate customer records make it harder to correct data, answer access requests and control keeping customers. Maldiva must collect only data that is adequate, relevant and needed for a clear purpose (ICO, 2026a).






3.Recommended Solution 

3.1 Integrated cloud business system
A cloud system made up of connected modules is recommended, combining four capabilities around a shared structure for product, customer and sales data. First, ERP should manage purchasing, suppliers, finance, accounts and reordering stock. Second, an order management system (OMS), supported by warehouse/store inventory functions, should choose which location will supply each order almost immediately across sales channels, reserve items at checkout and coordinate fulfilment, returns and online ordering with store collection. Third, CRM should create a customer view protected by access rights containing purchases, interactions, preferences and cases. Fourth, BI should provide dashboards based on approved data, alerts and forecasting from the same daily business data. Standard APIs should connect the e-commerce platform, payment services, point-of-sale devices, couriers and any retained specialist applications.
Cloud delivery allows the system to grow across stores, receive central updates and provide predictable subscription costs. However, it creates dependence on the supplier (Schütte and Kari, 2025). The contract must cover service standards, where the data is stored, backup recovery, security incidents, price changes and help when changing supplier. Standard settings should be used wherever possible to control cost and complexity.


3.2 Alternative options and justification

	Option
	Advantages
	Limitations
	Decision

	Continue and improve existing tools
	Lowest immediate cost and disruption
	Does not remove repeated data, spreadsheet dependency or integration risk
	Reject

	Separate best-of-breed replacements
	Strong specialist functions and flexible vendor choice
	More interfaces, identity matching, support contracts and checking that figures match
	Reserve for genuine specialist gaps

	Custom-built software
	Exact fit with business requirements and control
	Highest delivery, maintenance, security and dependence on a small number of specialists
	Reject

	Integrated cloud system
	Common data, modules that can grow with the business, process automation and controls managed in one place
	Work needed to move the data, subscription cost and dependence on the supplier
	Recommend


Table 2. Options appraisal



The integrated option best meets Maldiva’s needs because it reduces entering the same information more than once and links each sale to stock, finance and customer records. Costs should be compared over five years, including licences, installation, integration, data cleaning, training, support and exit costs. Planned benefits include fewer refunds, less manual work, faster stock turnover and improved customer keeping customers. Supplier selection should consider business fit, security, GDPR support, reliability, usability and total cost.




3.3 Operational, data and decision benefits
At checkout, the OMS will use stock that is genuinely available to sell and reserve an item immediately, reducing orders accepted against unavailable inventory. Automated reorder points, demand history and warnings about unusual results will help store managers balance understock and overstock. Finance will receive sales, returns and purchasing entries without moving data by hand, reducing the time needed to check that figures match. CRM agents will access an authorised purchase and contact history, helping staff solve customer problems during the first contact, while marketing teams will group customers using consent and preference rules rather than uncontrolled lists.
BI dashboards will provide current measures by store, sales channel, product and customer group. Clear definitions and named data owners are essential because good decisions depend on quality of the system, quality of the information and user satisfaction (DeLone and McLean, 2003). Maldiva should measure staff use and data quality as well as financial results.


3.4 GDPR, security and ethics
Privacy and security must be embedded from design. Maldiva should complete a data protection impact assessment, map legal reasons for using personal data and purposes, minimise collected fields, migrate only necessary records, define retention and deletion rules and provide mechanisms for customers’ data rights. Customer profiling and personalised promotions must be transparent and use appropriate consent or another valid legal basis, together with opt-out controls and testing for unfair treatment of customer groups.
Security controls should include single sign-on, multi-factor authentication, giving each employee only the access needed for their job, separating important duties between staff, encryption in transit and at rest, logging, regular checks of high-level access, secure APIs, finding and fixing security weaknesses, tested backups and incident response. Risk created by outside suppliers must be controlled because the platform and company helping to install the system handle critical business data. NIST CSF 2.0 structures this work around Govern, Identify, Protect, Detect, Respond and Recover (Pascoe, Quinn and Scarfone, 2024).






4. Implementation Plan
A 12-month implementation in manageable stages reduces risk to daily business activities and allows lessons from a pilot to improve later waves. A steering group chaired by an executive sponsor should include IT, stores, e-commerce, finance, supply chain, marketing, customer service, security and data protection. A dedicated programme manager, managers responsible for business processes and staff responsible for data quality should hold clear authority to make decisions. Established ERP guidance emphasises clear goals, executive support, project management, process change, data accuracy and education (Umble, Haft and Umble, 2003). Success also depends on aligning installation and change activities with organisational context rather than applying the same checklist for every organisation (Gavidia, Junglas and Chou, 2023).


4.1 Migration, integration and testing
Data migration should follow clear stages: review the data, correct errors, remove duplicate records, map it to the new system, transfer it, validate it and check that totals match. Product identifiers, units, locations, prices, suppliers and customer identities require named owners and acceptance thresholds. At least two practice data transfers should compare record counts, financial totals and sample transactions. Interfaces should use documented APIs and monitoring rather than spreadsheet uploads. Testing must cover complete retail processes from start to finish purchase order to receipt, store and online sale, cancellation, return, refund, stock transfer, finance posting, customer complaint and customer data request. Speed, security, backup recovery and service failure tests are required before go-live.


4.2 Training and change management
Training should be role-based and based on real work tasks. Store colleagues need short practical sessions and sandbox exercises; managers require inventory exceptions and dashboards; service and marketing teams need CRM, consent and customer-rights training; finance and IT require controls and administration. Super-users in each rollout stage should support colleagues and report usability problems. Communications must explain why processes are changing and how success will be measured. Research into the period after implementation finds organisational factors particularly influential, confirming the need for continuing leadership and support after go-live (Alomari et al., 2023).


4.3 Risks, controls and success measures
	Risk
	Possible effect
	Main control

	Poor data quality
	Incorrect stock, customer matching or finance
	Data owners, data-cleaning rules, rehearsals and formal approval after the data has been checked

	Disruption to daily work
	Lost sales or fulfilment delay at rollout
	Pilot, wave deployment, plan for returning to the old system if needed, intensive support after launch and rules preventing risky changes during busy trading periods

	User resistance
	Workarounds and low achievement of planned benefits
	Co-design, super-users, role training and reports showing whether staff use the system

	Integration failure
	Orders or payments not synchronised
	Clear rules for connections between systems, automatic checks and testing complete processes from start to finish

	Cost/schedule overrun
	Reduced business case value
	Control of project requirements, milestone payments, contingency and independent project checks

	Privacy/cyber incident
	Harm, penalties and loss of trust
	DPIA, access limited to job needs, encryption, monitoring, response and checks of supplier security

	Difficulty changing supplier
	Higher future cost and constrained change
	Open system connections, export rights, plan for changing supplier and records of system settings


Table 4. Main implementation risks and controls

The steering group should approve go-live only when critical defects are closed, data and financial checks are successful, security and privacy actions are accepted, staff who run daily operations are trained and rollback is safe and workable. Twelve-month benefit targets should include at least 98% inventory accuracy, a 50% reduction in stock-related online cancellations, a 30% reduction in order cycle time, daily automated sales dashboards, a 25% reduction in manual time spent checking that figures match, better first-contact problem solving and quarterly access reviews completed on time. Exact targets must be confirmed from baseline evidence during discovery; presenting assumptions as approved benefits would weaken project control.

5.Conclusion 
Maldiva Ltd.’s day-to-day problems arise from information stored in separate systems, manual movement of data and weak management and control. Continuing with separate systems would preserve the underlying cause, while custom-built software would add unnecessary cost and delivery risk. A cloud system with connected modules integrating ERP, real-time inventory and order management, CRM and BI provide the strongest fit with the company’s long-term needs. It will connect sales, stock, finance and customer service around accurate and properly managed data; improve product availability and fulfilment; support targeted, lawful customer engagement; and provide timely management information. Benefits depend on disciplined improvement of business processes, data ownership, security, training and use by employees. A 12-month rollout based on pilot testing, supported by measurable review stages and benefits, offers a scalable route to growth without exposing all 30 stores to a single high-risk changeover.
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