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1. Introduction
Maldiva Ltd. is a rapidly expanding consumer electronics retailer operating 30 physical stores alongside an e-commerce platform. As sales continue to grow, the company aims to expand its operations and improve customer satisfaction. However, its current information systems are outdated and unable to support the increasing demands of the business. These weaknesses have resulted in operational inefficiencies, inaccurate inventory records, poor customer relationship management, slow decision-making, and concerns regarding data security.
One of the company’s most significant challenges is its manual inventory management system. Because stock levels are not updated in real time, customers often purchase products online that are unavailable, resulting in cancelled orders, refunds, and customer dissatisfaction. In addition, customer information is stored across different systems, making it difficult for employees to provide personalised customer service or conduct effective marketing campaigns.
The company also relies heavily on spreadsheets for reporting, which slows management decision-making and increases the likelihood of human error. Furthermore, poor integration between departments means that employees repeatedly enter the same information into multiple systems, wasting valuable time and increasing operational costs.
The purpose of this report is to evaluate Maldiva Ltd.’s current information systems and recommend a modern integrated information system capable of improving business efficiency, enhancing customer satisfaction, strengthening data security, and supporting future business growth.
2. Evaluation of Existing Systems
Maldiva Ltd. currently relies on a manual inventory tracking system that cannot accurately monitor stock across its physical stores and online platform. This creates discrepancies between actual stock and recorded stock levels.
Employees manually update inventory records, increasing the possibility of mistakes. As a result, customers frequently order products online that are unavailable, leading to refunds, complaints, delayed deliveries, and damage to the company’s reputation.
Poor inventory management also creates both overstocking and understocking problems. Overstocking increases storage costs and ties up company funds, while understocking results in lost sales opportunities.
According to Stair and Reynolds (2023), effective inventory management systems improve stock accuracy, reduce operational costs, and increase customer satisfaction through real-time inventory updates.
Impact on Customer Satisfaction 
The weaknesses in Maldiva Ltd.‘s current information systems have significantly affected customer satisfaction. When customers order products online that later become unavailable due to inaccurate stock records, they experience frustration and inconvenience. This often leads to cancelled orders, delayed refunds, and negative online reviews, which can damage the company’s reputation. In today’s competitive retail market, customers expect businesses to provide accurate product availability and fast delivery. If Maldiva Ltd. continues using manual inventory systems, customers may choose competitors that offer a more reliable shopping experience.
Additionally, disconnected customer records prevent staff from providing personalised service. Customers increasingly expect businesses to recognise their previous purchases and preferences. Without an integrated CRM system, employees cannot easily resolve complaints or recommend relevant products, reducing customer loyalty and repeat purchases.
Financial Impact
The outdated systems also have significant financial consequences for the organisation. Manual inventory management increases operational costs because employees spend considerable time checking stock manually and correcting inventory errors. Overstocking results in unnecessary storage expenses and ties up capital in unsold products, while understocking causes lost sales opportunities.
Furthermore, inaccurate reporting affects management’s ability to make informed business decisions. Without reliable sales forecasts, Maldiva Ltd. may purchase excessive stock or fail to meet customer demand during busy periods. These inefficiencies reduce profitability and slow business growth.
Competitive Disadvantage
Many modern retailers use integrated ERP systems that provide real-time information across every department. Competitors with advanced information systems can respond more quickly to customer demands, analyse market trends more effectively, and operate with lower costs.
If Maldiva Ltd. fails to modernise its systems, it risks losing market share as competitors continue improving efficiency through digital technologies.
Customer Relationship Management (CRM)
Customer information is stored in separate systems across multiple departments. Sales staff, marketing employees, and customer service representatives cannot access a complete customer profile.
Without a centralised database, the marketing team cannot effectively personalise promotions or analyse purchasing behaviour. Customer service employees also struggle to resolve complaints because purchase histories are incomplete.
This fragmented approach reduces customer satisfaction and weakens customer loyalty.
Laudon and Laudon (2024) explain that integrated CRM systems enable organisations to build stronger customer relationships through centralised customer data and improved communication.
Reporting and Decision-Making
The management team currently produces reports manually using spreadsheets.
This process is slow, time-consuming, and prone to human error. Managers cannot easily access real-time sales information, making forecasting and strategic planning difficult.
Without accurate information, business decisions become reactive rather than proactive.
Modern Management Information Systems provide dashboards and real-time analytics that support faster and more informed decision-making (O’Brien and Marakas, 2021).
Data Security and GDPR Compliance
Another major weakness is poor data security.
The current system lacks appropriate access controls and does not adequately protect sensitive customer information. This increases the risk of cyberattacks and data breaches.
Failure to comply with UK GDPR requirements could result in legal penalties, financial losses, and reputational damage.
The Information Commissioner’s Office (ICO, 2025) states that organisations must implement appropriate technical and organisational measures to protect personal data.
Lack of Integration
Sales, finance, customer service, and inventory departments all use different software systems that do not communicate with each other.
Employees frequently transfer information manually between departments, resulting in duplicated work, inconsistent records, delays, and increased operational costs.
Integrated information systems improve collaboration by allowing departments to share data through a single platform (Laudon and Laudon, 2024).
3. Recommended Solution
To address these challenges, Maldiva Ltd. should implement Microsoft Dynamics 365, an Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM).
Dynamics 365 combines finance, inventory management , sales, customer service, marketing, and reporting into one cloud-based platform.
Why Microsoft Dynamics 365?:
Microsoft Dynamics 365 is particularly suitable because it combines ERP and CRM functions within a single cloud-based platform. Unlike separate software systems, Dynamics 365 allows every department to access the same information, improving communication and reducing duplicated work.
Cloud-based software also reduces the need for expensive servers and IT infrastructure because Microsoft manages system maintenance, software updates, and security. Employees can securely access the system from any location with an internet connection, making it suitable for organisations operating multiple stores.
Improved Inventory Management
Dynamics 365 automatically updates stock levels whenever products are purchased online or in-store.
This real-time visibility prevents stock discrepancies, reduces overselling, improves order fulfilment, and helps managers monitor inventory across all locations.
Automatic stock alerts also help employees reorder products before shortages occur.
Better Customer Relationship Management
Dynamics 365 stores all customer information within one secure database.
Employees can instantly access purchase history, preferences, previous enquiries, and complaints.
Marketing teams can use customer data to create personalised promotions that improve customer loyalty and increase sales.
Customer support staff can resolve issues faster because complete customer information is available.
Enhanced Reporting and Business Intelligence
Dynamics 365 includes built-in dashboards and business intelligence tools.
Managers can monitor:
· Daily sales
· Product performance
· Inventory levels
· Financial performance
· Customer trends
Real-time reporting improves forecasting and enables quicker strategic decisions.
Improved Security
Microsoft Dynamics 365 includes advanced cybersecurity features including:
· Multi-factor authentication
· User access controls
· Data encryption
· Cloud backups
· Automatic software updates
These features help the organization comply with UK GDPR requirements and reduce cyber security risks.
Better Integration
Dynamics 365 integrates all departments into one information system.
Sales, finance, inventory, customer service, and marketing employees work using the same database.
This eliminates duplicate data entry and improves communication throughout the organisation.
Cost Effectiveness
Although implementing an ERP system requires a significant initial investment, it reduces long-term operational costs by improving efficiency, reducing manual work, minimising errors, and increasing productivity.
As Maldiva Ltd. continues expanding, Dynamics 365 can easily support additional stores and employees without replacing the entire system.
According to Microsoft (2025), Dynamics 365 provides scalable cloud solutions suitable for growing retail organisations.
Artificial Intelligence and Automation 
Microsoft Dynamics 365 also includes artificial intelligence (AI) features that help organisations improve decision making.
For example, AI can:
· Predict future customer demand
· Recommend stock replenishment 
· Identity purchasing trends
· Detect unusual transactions
· Automate repetitive administrative tasks.

Scalability 
As Maldiva Ltd. Plans to continue expanding, the company requires software capable of supporting future growth.
Dynamics 365 is highly scalable, meaning additional stores, employees  warehouses, and products can easily be added without replacing the existing system. This protects the information system remains suitable as the organisation grows.

4. Implementation Plan
Successful implementation requires careful planning.
Step 1: Business Analysis
Identify organisational requirements and determine which business processes require improvement.
Step 2: System Selection
Select Microsoft Dynamics 365 as the company’s ERP and CRM solution.
Step 3: Data Migration
Transfer customer records, inventory information, supplier data, and financial records from existing systems into the new platform.
Data should be cleaned before migration to remove duplicate or incorrect information.
Step 4: Installation and Integration
Configure the system and integrate it with existing e-commerce platforms and payment systems.
Step 5: Employee Training
Provide comprehensive training for managers and employees to ensure they understand how to use the new system effectively.
Training improves user confidence and reduces resistance to change.
Step 6: Testing
Conduct pilot testing before launching across all stores.
Testing identifies problems before full implementation.
Step 7: Go Live
Launch the system across all departments while providing technical support.
Step 8: Monitoring
Monitor system performance, collect employee feedback, and continuously improve business processes.
Potential Challenges
Potential implementation challenges include:
· Employee resistance
· High implementation costs
· Data migration errors
· Temporary operational disruption
These risks can be reduced through employee training, careful planning, regular communication, and phased implementation
Employee Training 
Employee training is one of the most important factors determining the success of any information system implementation.
Training should include:
· Classroom workshops
· Online learning modules
· Practical demonstrations
· User manuals 
· Ongoing technical support

Data migration
Migrating data from older systems presents several risks. Incorrect or duplicate information could affect the new ERP system.
Before migration, Maldiva Ltd. Should:
· Remove duplicate customer records 
· Correct inaccurate inventory data 
· Verify supplier information 
· Back up all existing data.
This ensures high quality information is transferred into the new systems.

5. Conclusion
In conclusion, investing in an integrated ERP and CRM solution represents a strategic decision rather than simply a technology upgrade. Microsoft Dynamics 365 would enable Maldiva Ltd. to improve operational efficiency, reduce costs, strengthen customer relationships, and support evidence-based decision-making through real-time data. The system would also improve compliance with GDPR by enhancing data security and access controls. Although implementation requires careful planning and financial investment, the long-term benefits significantly outweigh the initial costs. As the company continues to expand, a modern information system will provide the flexibility, scalability, and competitive advantage necessary for sustainable business growth in the increasingly digital retail sector.
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