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1. Introduction: overview of the Business Case
Maldiva Ltd. is a quickly growing firm dealing with the retail sale of consumer electronics that has 30 outlets together with the website. Maldiva Ltd. has grown its sales significantly and plans to expand further. However, the information systems currently used by the company cause several difficulties in operation. Currently, Maldiva Ltd. is using manual inventory management system. As a result, there are inconsistencies between inventory in its stores and the one available at the website. It leads to order placement for non-available goods causing numerous complaints, refund of money to the customers, and slowing down the whole process of order delivery.
In addition, Maldiva Ltd. has difficulties in managing customer relationships since the information about each client is stored in a different system. Therefore, employees cannot easily use purchase history to provide personalised services. Management also has problems in getting reports of sales results as they are made manually and may be incorrect. The firm also has doubts about security of customer data as the current information system is insecure and lacks appropriate access control.
Moreover, failure to integrate the sales, finance, and inventory information systems will cause unnecessary duplication of effort and will make it easier for errors to be made. This report analyses the current information systems at Maldiva Ltd. and pinpoints the weaknesses inherent in these systems. The report then explores an integrated information system approach which could help the firm operate more efficiently and effectively.

2. Evaluating Existing Information Systems 

Maldiva Ltd. has several current information systems which are not appropriate anymore for the size and development of the company. Problems arise in such areas as inventory control, client relations management, sales reports, security of information and the absence of integration between departments. Even though these information systems may be adequate to the needs of the company when it was smaller, the development of sales and the merger of offline and online shops have made the current system ineffective.                  
                                                                                                             (DeLone and McLean, 2003)
2.1 Inventory Management
One of the key challenges in this case is the manual tracking of inventory of Maldiva. There are currently inconsistencies between the inventory of their physical stores and what the inventory shows as available for ordering online. This results in consumers placing orders of goods online which may not be available, leading to complaints, requests for refund and delay in delivery of the orders. The store managers find it hard to know the under-stocked or over-stocked products.
One major disadvantage of using manual systems is the need for workers to record and update information manually. With an increase in number of transactions and stores, there will be an increase in the amount of information that must be kept track of. This increases the likelihood of human error and delays in recording and updating the information. In the case of Maldiva, this challenge is even more complicated considering that the physical stores and online website must have consistent inventory information.
                                                                                                              (DeLone and McLean, 2003)


2.2 Customer Relationship Management
The weaknesses of customer relationship management in Maldiva also include the following aspects. Customer data is now dispersed in several unconnected databases. The firm finds it hard to get a full picture of each of its customers. The marketers fail to use their purchasing histories to send promotions to the clients, while the customer support agents might lack access to information about their past purchases during complaints.
In such a way, the potential of the client data accumulated by the company is reduced. Simply possessing customer information does not bring any benefits if the employees do not have access to it when necessary. It will also lead to less personal interaction with the customers on their side and to repeating of information during complaints. Thus, Maldiva needs to have a more unified system of customer information management.                              
                                                                                                                         (DeLone and McLean, 2003)


2.3 Sales Reporting and Decision-Making
One more considerable disadvantage of this company is the fact that sales reporting is made using spreadsheets. It is done manually and may include mistakes or old data. Consequently, managers do not have the necessary information about the sales trends in time, which can be a disadvantage while making forecasts and decisions. It can be useful to make analysis using spreadsheets, but it is not effective when the necessity of collecting information arises from several stores and departments. Manual process of creation is time consuming and takes employees' time, which they can spend on something else. The main thing is that the decisions concerning stock, sales and forecasting may be made based on the information, which has already become obsolete.
                                                                                                     (DeLone and McLean, 2003)

2.4 Data Security and GDPR
The next challenge in terms of IT challenges of Maldiva is the problem of data security. At present, Maldiva is not completely compliant with the requirements of data protection and does not have any secure access control system. As a result, the chances of unauthorised access to customers' information grow, which may lead to severe consequences for Maldiva from both legal and financial perspectives. The matter is especially critical for Maldiva, since customer data are stored in various systems. Lack of secure access control may cause the possibility of accessing information, which is not needed for employees performing certain tasks. That is why an effective information system should provide more powerful access controls.
                                                                                                             (DeLone and McLean, 2003) 

2.5 Lack of System Integration

Maldiva also faces serious problems with integration. Currently, the sales, finance and inventory departments operate on different software systems that do not interact with each other. In result, employees should manually transfer data from one department to another. This takes some time and increases the risk of making mistakes.
The problem with integration can be viewed as the root cause of most of Maldiva’s problems. For instance, the inaccuracy of the data about the inventory may influence sales online, while the lack of connection between the sales and finance data complicates the process of reporting. Therefore, implementing a separate solution for one department might solve one of the issues, but will not solve the whole problem. Maldiva needs an integrated solution that would allow transferring the relevant data from one department to another in a fast and secure manner.
Overall, current software solutions create operational inefficiencies and limit the company’s ability to control its growth. While using different outdated software solutions by themselves is not a problem, the lack of timely, accurate and integrated information becomes the main issue. This becomes a good reason to consider the implementation of integrated information systems.
                                                                                                                         (DeLone and McLean, 2003)

3. Recommended Information System Solution
Considering the issues with the current information systems that exist at Maldiva Ltd., the use of cloud-based ERP with CRM and BI capabilities should be proposed as a solution. Such a system is appropriate for the organisation because issues related to Maldiva Ltd. can be linked together. Currently, the company uses different systems for its inventory, sales, finance, and customer data, which leads to duplication, time-consuming work, and mistakes. The use of a single system would enable effective sharing of the information among departments and give management better business information.
                                                                                                                   (Nah and Delgado, 2006)

3.1 Enterprise Resource Planning
The main component of the recommended solution should be an ERP system that links, ERP system is quite appropriate for Maldiva as it has 30 physical outlets as well as a website platform. With the further expansion of operations, it will become even harder to use separate systems to manage the information. The advantage of ERP lies in its scalability, i.e., different departments will function because of linked information.
ERP implementation can be quite costly and disruptive. There will be changes in employee behaviour and additional investments in training, implementation, and data conversion. That is why the choice of ERP should not be driven by the advanced technology provided by the system itself. The system should be chosen based on the actual needs of the organisation.
                                                                                                                        (Nah and Delgado, 2006)

3.2 Customer Relationship Management
Functionality related to CRM should also be incorporated into the suggested system to overcome the problem of scattered customer information that exists in Maldiva. Currently, customer information is available in separate systems, and it is hard for marketing and customer service employees to obtain full purchase history. Incorporation of an integrated CRM will give employees access to a single record of each customer which can include customer information and purchase history. This way, customer service employees will be able to get information faster when processing complaints or queries from customers. Moreover, customers will not have to repeat their purchasing information all the time.
Additionally, the CRM could help Maldiva with its marketing efforts. The marketing team could apply the suitable purchasing data and determine the customer segments. It will make the marketing effort more targeted compared to the currently used strategy when the information is stored in separate systems. But the increased collection of customer data would imply the increased liability of Maldiva to safeguard the collected data. The proper access controls and security measures should be included in the suggested CRM. According to the Information Commissioner’s Office, it is essential to limit the access to personal data only to those individuals who have a reasonable need for the access.
                                                                                    (Nah and Delgado, 2006)

3.3 Business Intelligence and Decision-Making
Finally, BI capabilities must also be included within the proposed solution. BI would enable analysis of the information collected via ERP and CRM systems and its presentation via reports and management dashboards. It would solve the problem faced by Maldiva of using manually compiled spreadsheet for sales reporting.
For instance, managers could use dashboards to track sales results, inventory levels, product demand and trends at each store. Such an approach would enable management to notice changes in customer demand faster and make informed decisions regarding stock and sales.
First, it would be the combination of two systems performing complementary tasks. The ERP system would collect and integrate operational information while BI would assist managers in its interpretation. It is worth noting that a great deal of information does not necessarily result in better decisions. In fact, for good decisions the information must be accurate, timely and relevant.
As a result, the BI system could substitute manual reporting and save time spent by employees on compilation of the information from spreadsheets.
                                                                                                                   (Nah and Delgado, 2006)

3.4 Security and Data Management
Security needs to be a major factor in the proposed solution since there is no proper access control and GDPR compliance issue in Maldiva. UK GDPR mandates that an organization must process personal data in a manner that ensures its security by applying appropriate technical and organisational measures.
The proposed system will hence utilize role-based access control whereby the employees will only be given access to information needed to perform their roles. For instance, an inventory worker will require access to the stock information and not necessarily to customer information.
Other security controls should be put in place such as proper authentication, encryption, access monitoring, backups and training. In addition, the ICO emphasizes that the protection of the confidentiality, integrity, and availability of personal data is crucial. This will minimize unauthorized access and help manage customer information effectively.
Security should not be an afterthought once the system has been implemented but rather be taken into consideration during the selection, design, implementation and management of the system.
                                                                                    (Nah and Delgado, 2006)

3.5 Evaluation of the Recommended Solution
An integrated ERP, CRM and BI will give a better solution to Maldiva’s problems than just a single application because for instance, an integrated inventory will help in solving inventory issues, but it does not solve other problems of customer, finance and management reporting. Also, an integrated CRM will help in customer issues but still cannot integrate with other departments.
The most important limitation of the proposed solution is that it can be costly and complex for Maldiva to implement. It will require money in purchasing the software, employee training, migration of data and support. Also, there may be some resistance by the employees to change the already existing system. In case of poor data migration, it might lead to creation of further issues due to wrong information.
Despite these limitations, the integrated approach is better suited to the organization since it solves the issue of fragmentation of the information. Therefore, the recommendation should be implemented in a gradual way along with data protection measures and testing of the system.
                                                                                                                               (Nah and Delgado, 2006)

4. Implementation Plan
The implementation of the integrated ERP, CRM, and BI system will take much planning as Maldiva Ltd. has currently been working with several independent systems. It is recommended that an incremental approach is taken in place of changing all systems at once.
                                                                                    (Nah and Delgado, 2006)
4.1 Planning and Requirements Analysis
Thie first step would require the identification of the current business processes and information needs at Maldiva. It would be necessary to find out how inventory, sales, finance, and customer information are handled within the organisation now. Employees from various departments would need to be involved in this step as they are aware of the problems with the current systems.
It would be necessary for Maldiva to define what is expected of the new system in terms of inventory management, CRM, financial information, reporting, e-commerce capability, security, and scalability. It would also be important to determine a reasonable budget and timeframe for implementation of the chosen solution. This step is crucial since selection of an inadequate system without knowing the organisation's needs may lead to unnecessary expenses.
                                                                                                                   (Nah and Delgado, 2006)

4.2 System Selection and Integration
Upon identification of their needs, Maldiva should undertake a comparison of various ERPs. The choice should consider factors such as functionality, cost, scalability, security, support and whether they fit into the existing e-commerce framework. Additionally, the selected system should have the ability to integrate the CRM and BI functionalities without having another set of standalone applications.
Testing of integration of the new system with the existing systems should be carried out prior to deploying the system in all the 30 stores. Careful consideration should be accorded to the integration of the online store, inventory data, sales data and the financial information.
                                                                                                                   (Nah and Delgado, 2006)
4.3 Data Migration and Testing
Customer information of Maldiva at present is stored through various systems and therefore data migration would be critical during the implementation process. Prior to the migration of the information in the new system, duplicate, errors, and unnecessary information in the old system needs to be checked. Information of poor quality should not just be moved to the new system since this would perpetuate the same mistakes.
Afterwards, the new system needs to be tested prior to the full implementation process. The following areas would need to be tested: online order, inventory management, customer information, accounting transactions, reports, and user access permissions.
                                                                                    (Nah and Delgado, 2006)

4.4 Employee Training and Change Management
The training of the employees will be vital since the introduction of the new system will result in the modification of some tasks performed by the employees in the course of their work. The training should target the following departments in Maldiva: store managers, sales personnel, stock keeping personnel, finance personnel, marketing personnel and customer service representatives. The training should be tailored to the needs of each employee instead of the general training.
It will be important for Maldiva to explain to the employees the rationale behind the introduction of the new system. This is necessary since the employees will likely reject any innovation when they think that they are not ready to work with it.                                              (Nah and Delgado, 2006)
4.5 Phased Implementation
Phased implementation would be the better approach for Maldiva, rather than implementing the system in all 30 stores at once. Maldiva could first implement the system in some of its stores and monitor its performance. Management could gather feedback from the staff in these stores and use that feedback to find out what works and what does not in terms of implementation and then proceed to other stores.
After the implementation of the system in the entire company, Maldiva will have to continuously monitor its performance. Indicators such as accuracy of inventories, order fulfilment time, customer complaints, report time, and system utilization could be measured against pre-implementation performance.
                                                                                     (Information Commissioner's Office, 2023)
4.6 Implementation Risks
There are several risks that should be kept in mind. The actual implementation costs might exceed the estimated ones. System integration and data migration processes could be associated with some technical challenges. Employees can resist changes in familiar systems. Finally, there is a possibility of security problems if access controls are not set up properly.
All the mentioned risks can be managed with proper planning, testing, training of employees and implementation process. In addition, Maldiva should make sure that it maintains the necessary backup and recovery mechanisms during the transition period. Therefore, gradual implementation of the system could help the company to cope with risks and implement the information system according to its needs.
                                                                                             (Information Commissioner's Office, 2023)
5.Conclusion
In conclusion, the analysis of Maldiva Ltd.’s existing information systems indicates that the existing method of information systems usage is no longer appropriate due to the growth of the organisation. Manual tracking of inventory, separation of information related to customers, spreadsheet reporting and inadequate access controls create inefficiencies, increase the risk of mistakes and decrease the quality of information available to management. The absence of connection between systems used for sales, finance and inventory tracking also creates inefficiencies within the organisation.
Therefore, the proposed cloud-based ERP system with CRM and BI modules is the most suitable choice. ERP will integrate the business processes and enhance the management of inventory, sales and finance, CRM will help to get the comprehensive customer information, BI will enable management to analyse business data and take informed decisions. Also, security controls should be included to ensure the protection of customer information and comply with UK data protection laws. UK data protection legislation stipulates that all personal data must be kept confidential and protected against any breach, loss and damage.
While implementation will cost money and involve the training of employees and migration of data, the risks associated with the above can be minimized by proper planning and phasing of the implementation. Literature highlights several key factors that make ERP implementation successful including support from management, change management, communication, project management and system selection among others. All in all, an integrated system is likely to benefit Maldiva in terms of efficiency and security among other aspects.  
                                                                                             (Information Commissioner's Office, 2023)
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