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Proposal for Improving Information Systems at Maldiva Ltd.
                       Introduction
Information systems play an important role in modern organisations. They support daily operations, communication, customer management and managerial decision making. As businesses grow their information systems must also develop to handle increasing amounts of transactions, customers and business data. Laudon and Laudon (2024) explain that effective information systems allow organisations to coordinate activities.To improve decision making and achieve greater operational efficiency. For a growing retailer having integrated and reliable information is particularly important because physical stores and online operations must work together.
Maldiva Ltd is a fast growing consumer electronics retailer operating 30 physical stores alongside an e commerce platform. The company has experienced significant sales growth and intends to expand further. However its current information systems are not capable of effectively supporting this growth. Several important business activities depend on manual processes, spreadsheets and separate software systems. As a result  information does not move efficiently between different departments.
One of the main challenges is inventory management. Maldiva Ltd uses a manual inventory tracking system. Which creates differences between the stock shown online and the actual stock available in stores. Customers can therefore order products that appear to be available but are actually out of stock. This leads to cancelled orders, refunds, customer dissatisfaction and potentially lost future sales.
The second problem concerns customer relationship management (CRM). Customer information is stored across disconnected systems. Consequently employees cannot easily access complete customer purchase histories. Therefore marketing department has difficulty providing personalised promotions. Customer service employees also struggle to resolve complaints efficiently when relevant purchase information is unavailable.
A further challenge is management reporting. Reports are manually created using spreadsheets. Meaning information may contain errors or become outdated before managers receive it. This makes forecasting and decision making more difficult. Furthermore the companys existing systems have inadequate security and access controls. Creating concerns regarding compliance with UK GDPR requirements.
In the end there is limited integration between departments. Sales, finance and inventory teams operate separate systems.  Employees manually transfer information between them. This proposal therefore recommends the implementation of an integrated cloud based Enterprise Resource Planning (ERP) system. Combined with CRM and Business Intelligence (BI) capabilities. This solution would create a centralised information environment that improves inventory management, customer service, reporting and organisational efficiency.
 
         Evaluation of Existing Systems              
The current information systems used by Maldiva Ltd are highly fragmented. Instead of using one integrated system, different departments rely on separate software, spreadsheets and manual processes. Although these methods may have been suitable when the organisation was smaller. They have become increasingly ineffective as the company has expanded.
Laudon and Laudon (2024) argue that organisations increasingly depend on integrated information systems. As a result of this separate systems can make it difficult to coordinate business processes across different functional areas. This problem can clearly be identified within Maldiva Ltd where finance, sales, inventory and customer information are separated.
The manual inventory system represents one of the largest operational weaknesses. Store employees must manually monitor products. While the ecommerce platform does not always reflect accurate stock availability. This creates a delay between changes in physical inventory and information presented to online customers.
For example, if the website shows that ten laptops are available but several have already been sold in physical stores. Online customers may still be allowed to purchase them. Employees then have to cancel orders and process refunds. At the same time inaccurate inventory information makes it difficult for management to identify products. That need to be reordered or transferred between stores.
Digital businesses require information to flow effectively between online and offline operations. Chaffey, Hemphill and Edmundson Bird (2026) emphasise the importance of digital technologies and data in managing modern e-commerce operations. Therefore the separation between Maldiva Ltd stores and online platform is a significant weakness.
               Customer Data and CRM Problems
Customer information is another area of concern. Maldiva Ltd currently stores customer information across multiple disconnected systems. This creates data duplication and prevents the organisation from developing a complete understanding of its customers.
CRM systems are designed to manage interactions and relationships between organisations and their customers. Buttle and Maklan (2019) explain that CRM can support the acquisition, retention and development of customers. Through improved use of customer information.
Without an integrated CRM system Maldiva Ltd marketing department cannot easily analyse customers previous purchases and preferences. For example  a customer who regularly purchases gaming equipment could potentially receive promotions relating to gaming accessories or new products. However fragmented customer information makes this type of targeted marketing difficult.
The customer service department faces similar difficulties. When a customer contacts Maldiva Ltd regarding an online or in store purchase employees may need to search several systems before finding the required information. This increases response times and can reduce customer satisfaction.

                Reporting and Decision Making
Maldiva Ltd  also relies heavily on spreadsheets to produce management reports. Employees manually collect information from different departments before combining it into reports. This process is time consuming and increases the possibility of human error.
Management may therefore make decisions using information that is incomplete or already outdated. This is particularly problematic in consumer electronics retail because demand and product trends can change quickly.
Managers need access to accurate and timely information to make effective decisions. Stair and Reynolds (2020) argue that information systems can support decision making by providing relevant information to managers at different organisational levels.
The existing reporting approach prevents Maldiva Ltd from easily identifying real time sales patterns. Comparing store performance or forecasting future inventory requirements.
                        Security and GDPR
Data security is another major weakness. Maldiva Ltd  current systems lack adequate access controls. Increasing the possibility that customer information could be accessed by unauthorised individuals.
The Information Commissioners Office (ICO, 2026) states that organisations should consider privacy and data protection. From the design stage and throughout the lifecycle of systems processing personal information. Appropriate technical and organisational measures should therefore be incorporated into information systems.
Maldiva Ltd fragmented environment makes these responsibilities more difficult because customer information is stored in multiple locations. The organisation therefore requires stronger authentication. Role based access controls, data encryption, backups and clearly defined permissions.

    
                Recommended Solution        
The recommended solution for Maldiva Ltd is an integrated cloud based Enterprise Resource Planning (ERP) system with CRM and Business Intelligence capabilities.
ERP systems integrate major organisational processes into a common information environment. Davenport (1998) explains that enterprise systems allow information that was previously fragmented across different departments to flow throughout an organisation.
For Maldiva Ltd  the ERP system should integrate
· Inventory and stock management
· Physical store sales
· E-commerce transactions
· Finance and accounting
· Procurement and suppliers
· Customer relationship management
· Business intelligence and reporting
Instead of departments maintaining separate versions of information. Authorised employees would access information through a centralised system.
              Improved Inventory Management
The ERP system would significantly improve inventory management. Every transaction completed through a physical store or the e-commerce platform could automatically update inventory records.
For example when a television is purchased in one store the central inventory database would immediately record the transaction. The updated quantity could then appear on the e-commerce platform and become visible to other stores.
Real time inventory visibility would reduce the risk of customers ordering unavailable products. Managers could also identify stock levels across all 30 stores and determine where products are overstocked or understocked.
The system could establish automatic reorder points. When inventory falls below a predetermined level the system could notify purchasing employees. Another option is automatically generate a purchase request. This would reduce stock shortages while preventing unnecessary overstocking.
                          Integrated CRM
The ERP environment should include an integrated CRM system containing customer interactions and purchase histories.
CRM would provide employees with a centralised customer profile instead of information being distributed across different systems. Buttle and Maklan (2019) suggest that effective CRM enables organisations to use customer information to create greater value and develop stronger customer relationships.
The marketing team could segment customers according to purchasing behaviour and create more targeted marketing campaigns. Customer service employees could also access previous orders, refunds and communications. From a single system allowing complaints to be handled more efficiently.
Improved customer knowledge may contribute to greater customer satisfaction, loyalty and repeat purchases.
 Business Intelligence and Decision Making
Business Intelligence should also form part of the recommended solution. BI tools transform organisational data into dashboards, reports and information that managers can use when making decisions.
Instead of waiting for manually prepared spreadsheet reports Maldiva Ltd management team could view real time dashboards. Containing information such as daily sales, revenue, inventory levels, store performance and online sales and product trends.
Sharda, Delen and Turban (2018) explain that analytics and business intelligence can support managerial decision making by converting data into useful insights.
For example management could identify which products sell fastest in particular locations and use this information when allocating stock. Historical sales information could also support demand forecasting and purchasing decisions.
                              Cost and Scalability
A cloud based solution is recommended because Maldiva Ltd is continuing to grow. Traditional systems may require the company to purchase and maintain significant physical IT infrastructure. Cloud solutions can provide greater flexibility because computing resources can be adjusted as organisational requirements change.
Cloud computing can also reduce the need for organisations to manage all infrastructure internally (Mell and Grance, 2011).
Although ERP implementation requires significant initial investment in configuration integration. Training and data migration long term operational benefits can justify these costs. Automation would reduce repetitive manual activities while improved inventory accuracy. It could decrease financial losses caused by stockouts and excess inventory.
Scalability is particularly important because Maldiva Ltd intends to expand. New stores employees and sales channels could be added to the cloud environment without creating completely separate information systems.
                       Data Security
Security should be incorporated into the system from the beginning. Different employees should only have access to information required for their roles.
For example marketing employees may require customer contact and purchasing information. However should not automatically have access to confidential financial information. Similarly store employees should only receive the level of access required to perform their responsibilities.
The system should therefore include role based access controls. Multifactor authentication encryption, audit logs, secure backups and regular security monitoring. This would support Maldiva Ltd. Responsibility to protect customer information and improve compliance with UK GDPR principles (ICO, 2026).
            Implementation Plan
The implementation of the new information system should be completed gradually rather than replacing all existing systems immediately. ERP implementation is complex and poor planning can result in delays , increased costs and resistance from employees. Garg (2010) identifies factors such as senior management support, appropriate implementation teams and effective change management as important considerations in retail ERP implementation.
The first stage is requirements analysis. Maldiva Ltd should identify exactly what each department requires from the system. Representatives from inventory, finance, sales, e-commerce, customer service, marketing and IT should participate. Existing processes should be mapped so that inefficient activities can be identified.
The second stage is system and vendor selection. Maldiva Ltd should compare suitable cloud ERP providers based on functionality, security, total cost, integration capability, technical support and scalability. The final choice should reflect the companys actual requirements rather than simply selecting the system with the largest number of features.
The third stage is data preparation and migration. Existing customer, product, supplier, sales and inventory information should be reviewed before being transferred to the new system. Duplicate and inaccurate records should be corrected or removed. Data migration should also follow relevant data protection requirements.
The fourth stage is system integration and configuration. The ERP platform should be connected with the e commerce website, store sales systems and other necessary applications. Workflows, employee permissions, inventory rules and reporting dashboards should then be configured.
The fifth stage should involve pilot testing. Instead of immediately introducing the system across all 30 stores. Maldiva Ltd should initially test it within a small number of selected locations. Employees could perform normal business activities while the implementation team identifies technical problems or process weaknesses.
The sixth stage is employee training. Training is essential because even an effective information system will provide limited value if employees cannot use it correctly. Employees should receive training based on their responsibilities. Store employees may require inventory and transaction training while managers may need additional training on dashboards and analytical tools.
The seventh stage is full deployment. Once the pilot programme has demonstrated that the system operates effectively. Implementation can gradually expand across the remaining stores and departments.

Finally the company should conduct continuous monitoring and evaluation. Key performance indicators could include inventory accuracy, number of cancelled online orders, average complaint resolution time, report preparation time, system availability and customer satisfaction.
One possible implementation challenge is employee resistance. Some employees may prefer familiar spreadsheets and manual processes. Management should therefore clearly communicate why the new system is being introduced and explain how it will make employees work more efficient. Another challenge is temporary disruption during migration. This can be reduced through phased implementation, backups, testing and appropriate technical support.
                  Conclusion
Maldiva Ltd.'s rapid growth has exposed significant weaknesses within its existing information systems. Manual inventory tracking, disconnected customer information, spreadsheet based reporting, weak security controls and poor integration between departments are reducing operational efficiency and negatively affecting customer experience.
This proposal recommends implementing an integrated cloud based ERP system supported by CRM and Business Intelligence capabilities. The solution would establish a central source of organisational information and connect inventory, sale ecommerce, finance and customer management activities.
Real time inventory information would reduce stock discrepancies and cancelled online orders. Integrated CRM would allow Maldiva Ltd. to understand customers more effectively and improve marketing and customer service. BI dashboards would provide management with timely information, improving forecasting and strategic decision making. Stronger security controls would also help the company protect personal information and improve its approach to UK GDPR compliance.
The implementation requires careful planning, data migration, integration, testing, employee training and continuous evaluation. A phased implementation would reduce operational risk and allow problems to be identified before organisation wide deployment.
Overall, modernising its information systems would enable Maldiva Ltd. to move away from fragmented and manual processes towards an integrated digital environment. This would improve efficiency, reduce errors, strengthen customer relationships and provide the scalable technological foundation. Required to support the company's future expansion.
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