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Maldiva Ltd. is a rapidly expanding consumer electronics outlet with thirty brick-and-mortar shops and an eCommerce platform. The information systems are not built to support this level of sales volume, as evidenced by the company's rapidly growing sales over the past year, resulting in five interconnected operational challenges. The first is that, when using a traditional inventory management approach, companies often find discrepancies between the stock they have in their stores and the orders they've recorded online, resulting in customer complaints and refunds for products that appear to be in stock but are not. Second, customer data is siloed in various different systems and separate databases, making it difficult to tailor the marketing messages that customers receive, and making it impossible for support personnel to see the full histories of customers' purchases. Third, manually prepared spreadsheet sales reports often have inaccuracies and don't necessarily reflect real-time trading conditions, delaying decision-making. Fourthly, Maldiva's business is not fully aligned with the requirement of data protection regulation, as the current system has inadequate secure access over customer data, putting Maldiva at risk of regulatory and reputational damage. Fifth, sales, finance and inventory teams are on different software that aren't communicating, requiring slow and inaccurate manual data transfers between departments.
This report is an assessment of the current information system in Maldiva and the recommendations of a modernized information system to replace the current system, and the creation of a practical plan for implementing the new system, as an appointed IT consultant. The analysis leverages known information systems theory (Laudon and Laudon, 2022) to assert that these five challenges are not distinct technical issues but a sign of a common issue – the lack of a single system that can enable accurate inventory, consolidated customer information and real-time decision-making in a dynamically growing, omnichannel retail enterprise.
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Laudon and Laudon (2022) claim that the value of an information system is based on the value of the information it generates, which is usually measured in terms of its accuracy, timeliness and relevance. When applied to Maldiva's existing systems, as summarised in Table 1, this framework shows deficiencies in all three conditions.
The manual inventory tracking system does not enjoy faring well with both accuracy and timeliness: Inventory is updated periodically instead of real-time, meaning that by the time an order reaches a store for fulfilment, it may have already been inaccurate due to the manual inventory tracking system. This is not a training problem, it's a structural problem because no manual effort, no matter how meticulously followed, can match the speed the business is executing its sales from thirty stores and one online business. The problem with the disconnected customer relationship management arrangement is relevance: purchase history – in some part of the organisation but inaccessible to any single team – so a customer might be treated like a stranger by support and then sent irrelevant promotions by marketing (Payne and Frow, 2005). Manual compilation of sale information in spreadsheet is not only slow, it is also often inaccurate, as information is transcribed to enter the spreadsheet, which makes the management to respond to situations based on information that could be up to a week or more late. The failure to provide secure role-based access controls is a unique type of failure and is a governance and compliance issue, not a data-quality one, and leaves Maldiva vulnerable under the UK data protection law principles of accountability and security (Information Commissioner's Office, 2024). Last but not least, no cross-sector integration in sales, financial and inventory systems adds additional delay and potential for error to the figures which already have limited reliability as a result of the other weaknesses.
Table 1: Evaluation of Maldiva's Current Information Systems
	Current System
	Function
	Key Limitation

	Manual inventory tracking
	Records stock levels across 30 stores and online
	Not real-time; stock discrepancies between channels cause stockouts and refunds

	Disconnected CRM records
	Stores customer contact and (partial) purchase data
	Fragmented across systems; no single customer view for marketing or support

	Manual spreadsheet reporting
	Compiles sales data for management review
	Manually assembled, error-prone and out of date by the time it is reviewed

	No unified access controls
	Governs who can view/edit customer data
	Lacks secure, role-based access; non-compliant with GDPR requirements

	Siloed departmental software
	Separate tools for sales, finance, inventory
	No integration; data manually re-entered between systems, wasting time


Table 1: Evaluation of Maldiva's Current Information Systems
Overall, it's a landscape of point solutions – a spreadsheet here, a standalone CRM database there – that were fine for a smaller business, but have not kept pace with Maldiva's expansion. None of these systems are inherently bad individually—rather, the real issue, as Laudon and Laudon (2022) argue in their systems perspective, is that all the systems lack a shared data architecture. Upgrading any of these systems independently, such as updating the inventory spreadsheet to inventory software, would have no effect on the integration failure and would also continue to reveal the same discrepancies in a new light in a relatively short time.
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The best solution that is recommended is a single, cloud-based, integrated enterprise resource planning (ERP) platform, like those commercially available from Microsoft Dynamics 365 Business Central, Oracle NetSuite, etc., that includes three essential modules: real-time omnichannel inventory management, unified customer relationship management, and business intelligence (BI) reporting. This recommendation was deliberately made to consolidate all three functions on a common database to directly solve the integration problem, listed in Table 1, of each of these existing systems being a standalone entity.
Business need, efficiency, cost and scalability are the four criteria for this recommendation. All three of the above are symptoms of the same underlying issue – disconnected data – and on business need, an integrated platform is the only solution to solve them all. In terms of efficiency, a common database eliminates the need for manual data entry from the sales, finance, and inventory departments, saving time and minimizing the chance of data being re-entered multiple times (Turban et al., 2021). Cloud ERP is usually used on a subscription basis, rendering a big upfront capital expense a predictable operating cost, and eliminating the costs of maintaining on-premises servers at thirty different store locations (Marston et al., 2011). 
The system benefits operations directly: real-time inventory visibility across all thirty stores and on the e-commerce, platform ensures the inventory displayed to online customers is the inventory they can purchase; this was the #1 problem identified in the business case. Data management is enhanced since customers, sales, and inventory data are recorded once and utilized by various departments: as mentioned, modern ERP systems are designed with these role-based access controls to address the ICO's data protection gap. Decision-making benefits because management can gain access to live business intelligence dashboards that rely on up-to-the-minute transactional data, which is not found in manually generated, often outdated spreadsheets and would provide the kind of real-time visibility of sales trends that would enable proactive as opposed to reactive decision making (Laudon and Laudon, 2022). This is in line with the larger retail industry transition towards data-driven / technology-enabled operations (McKinsey & Company, 2021).
Table 2: Current Position vs Expected Position After Implementation
	Dimension
	Current Position
	Position After Implementation

	Inventory accuracy
	Periodic manual updates; frequent stockouts
	Real-time sync across stores and e-commerce

	Customer data (CRM)
	Fragmented across disconnected systems
	Single, unified customer view across all teams

	Sales reporting
	Manual spreadsheets; outdated, error-prone
	Live business intelligence dashboards

	Data protection
	No secure role-based access controls
	Built-in, GDPR-aligned access controls

	Departmental integration
	Separate, non-communicating systems
	One shared database across sales, finance, inventory


Table 2: Current Position vs Expected Position After Implementation
One reasonable criticism of this recommendation is that a single, deeply integrated system likewise would focus risk: If the platform were to go down, then every function linked to it would be impacted, much like the current systems are fragmented such that a failure in one doesn't necessarily upset the others. This risk is no joke, and is tackled head-on by means of the vendor of choice being phased-in and contracting service-level guarantees in the implementation plan below, and not simply dismissed as a limitation the recommendation cannot ignore.
[bookmark: _Toc236100906]Implementation Plan
It is proposed to implement in five stages spanning over approximately 9 months, based on the result of Nah et al., (2001) analysis on the factors that are most reliable to determine the success of ERP implementation a few of which are already highlighted as risks within the Maldivia business case.
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Figure 1: Implementation Timeline, Months 0-9
In phase one (months 1-2), the detailed functional requirements that were established are verified against the five challenges outlined above, cloud ERP vendors are evaluated, and importantly, top management support and the establishment of an internal project champion (both found by Nah et al., (2001) to be among the strongest predictors of implementation success) are documented. Phase two – data migration and configuration (2-4 months) – During this phase, data cleansing and migration of existing inventory and customer and sales data from the other fragmented systems to the new platform are done, as well as the role based access control (RBA) security is configured to not only meet GDPR requirements from the start but also integrate the new platform with any infrastructure Maldiva wants to keep such as point of sales (PoS) hardware in stores. The phased and monitored implementation of the project (Nah, Lau and Kuang (2001) consider this to be one of the keys to implementation success) occurs during the pilot implementation phase (Months 4-5) when the system is deployed to a small number of the typical stores and the ecommerce platform, issues can be identified and resolved at smaller scale before widespread adoption and commitment. Full rollout (Months 5 - 7) is phase four where the system is opened up to all remaining stores in a planned wave instead of a one-time big bang cut over, mitigating the impact of any one store going down. Training and stabilisation (months 6-9) is purposefully designed to incorporate an overlap with phase four and then includes a specific set of training sessions for store staff or other departments that may be involved in the implementation such as customer support, finance and marketing along with a month 9 defined review for assessing against the improvements stated in Table 2.
There are implementation challenges that should not be taken on faith. A common issue in ERP projects is related to staff resistance to changing old work patterns, even if these patterns are inefficient – this has been reduced by pre-engaging the store managers as early as possible in the ERP pilot project and through the change management programme as identified by Nah et al., (2001), which is separate to training itself. But there is a real risk of bringing inaccuracies from the current system – including the stock inaccuracies that inspired this project – into the new system, which explains why the data-cleansing step was so important in phase two and wouldn't have been effective if the migration had simply been a technical copy-paste.
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The five operational challenges, stock discrepancies, disjointed customer information, the tedious manual reporting, vulnerability regarding customer data protection, and lack of departments unity are not five challenges for Maldiva Ltd., but five symptoms of the same weakness: the lack of a single, shared information system that links inventory, customer and financial data across the business. Instead of attempting to solve each symptom of the problem, the recommended cloud ERP system, with real-time omnichannel inventory management, real-time unified CRM and business intelligence reporting, directly attacks the root cause of the problem; and does so for justified business need, efficiency, cost and scalability reasons.
Benefits anticipated are a material reduction in stock-related customer complaints and stock-related customer refund requests; a true single customer view, the basis for better marketing and customer support; real-time stock data visibility, rather than post hoc, for management decision making purposes; and the resolution of the current data protection gap identified by the Information Commissioner's Office (2024). It does this via a phased (five stage) implementation plan based on evidence from Nah et al. (2001) on ERP implementation success factors, not assuming a large-scale technology change such as this will be trouble free, but will manage the realistic risks of staff resistance, data migration error, budget overrun, and infrastructure incompatibility. As long as the pilot phase is able to demonstrate performance against the standards outlined in the Table 2, this recommendation represents a viable and scalable pathway for addressing Maldiva's operation issues, and towards achieving the growth now within reach for the business.
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