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1. [bookmark: _Toc233581332]Introduction
1.1 [bookmark: _Toc233581333]Background of Maldiva Ltd.
Maldiva Ltd. is a rapidly growing consumer electronics company with a chain of 30 stores and an online platform. Over the years, the company has seen significant sales growth and plans to further build its market share. To continue to grow in the highly competitive retail industry, however, organizations must have strong information systems that enable them to operate across channels, have visibility into inventory, and engage customers. Today retailers are increasingly using integrated digital solutions to manage inventory, sales and distribution efforts in both physical and digital channels. Integrated ERP and point-of-sale (POS) systems have proven to boost inventory accuracy and facilitate the expansion of omnichannel retail operations (Singhal, 2026). 
Information systems play a vital role for their ability to gather, process and disseminate data, thus allowing organisations to become more efficient and responsive in their operations. Strategic information systems are systems that are employed to develop and maintain an organization's competitive strategy (Mortagy 2003). The Information System Components Model states that the interaction of hardware, software, data, people and processes is important for good organisational performance. The socio-technical approach also suggests that the performance of an organisation can be enhanced when technology and business processes are correlated.
1.2 [bookmark: _Toc233581334]Key Operational Challenges
Maldiva Ltd. encounters a number of critical challenges in its operations. Manual stock management leads to stock discrepancies, which leads to stockouts, excess stock and delayed order fulfillment. Second, secondly, customer info is spread throughout isolated systems, which means there is no overall grasp of customer behaviour. Third, sales reporting still largely depends on spreadsheets and delays management decisions, further adding to the ineffective decision-making process. Additionally, poor integration between sales and inventory and finance departments means that there are data silos and manual data transfer. Last but not least, lack of access control and poor data governance can lead to threats to the company's cyber security and potential GDPR non-compliance.
2. [bookmark: _Toc233581335]Evaluation of Existing Systems
2.1 [bookmark: _Toc233581336]Analysis of Current Information Systems
[bookmark: _Toc233581357]Table 1: Existing Systems at Maldiva Ltd.
	Business Function
	Existing System
	Key Characteristics

	Inventory
	Manual inventory records and spreadsheets
	Stock updated manually

	CRM
	Separate customer databases
	No central customer repository

	Reporting
	Spreadsheet-based reporting
	Reports manually compiled

	Departmental Systems
	Independent software applications
	No cross-functional integration


Maldiva Ltd. uses a manual inventory system with a significant amount of stock monitoring using Excel spreadsheets. These methods are prone to human error and are not real-time options, as the information is not visible across stores and online. Manual methods are especially challenging in situations where retailers are growing fast because their inventory data can easily get out of date.
Also, customer relationship management (CRM) functions are not centralized. The lack of a single customer view because of the use of multiple databases storing customer purchase records, handled by different departments. Therefore, when dealing with complaints, the customer service person won't be able to view the entire transaction history.
The reporting system is also not effective. Multiple spreadsheets are used to manually prepare sales reports, which can cause errors and delay the reporting of information. Traditional spreadsheet reporting often provides delayed and impromptu data that is not helpful in achieving timely, actionable insights in a dynamic retail environment (Frankenfield, 2024). Last, departmental systems that are used to finance and sales and inventory are independent. Lacking business process integration, information cannot be shared and workers end up manually moving data from one system to the other.
2.2 [bookmark: _Toc233581337]Identification of Inefficiencies and Gaps
a) Inventory Management Issues
One of Maldiva Ltd.'s most notable areas for improvement is the inventory discrepancies. Best et al. (2022) states that one of the biggest contributors to retail stockout and poor product availability is due to inaccurate inventory records. When there is a difference between the inventory recorded and the inventory physically present, it will lead to excess inventory, customer dissatisfaction, and phantom stock. Due to inventory update being done by hand, the organisation has many cases of overstocking and understocking. All these problems have a negative impact on the fulfillment of orders, higher carrying costs and lower profits. A poor inventory decision can cause high carrying costs or customer shortages which may cause production delays and result in lower service levels (Mweshi, 2022).
b) CRM Inefficiencies
Maldiva Ltd. has suffered because its customer data is siloed. Without customer information, there's no way to really create personalised marketing campaigns. Customer support personnel also do not have complete purchase records which limits customer service and responsiveness. Recent studies in CRM have indicated that adopting customer databases is crucial in improving customer relationships and retaining customers.
c) Decision-Making Problems
Delayed and inaccurate reporting is a barrier to managerial decision making at Maldiva Ltd. In real-time analytics literature, it is suggested that organisations are increasingly calling for ongoing access to the current information to effectively meet market changes and customer demand. Technology has been steadily declining over the last 10 years, and there is always a need to get to know the customer better and better (Yerpude, 2020). Real-time data analytics boosts the decision-making process in the organisation as it allows timely action and decision making based on facts. Likewise, in high velocity environments like retailing, streaming analytics can be used to track transactions in real time, thereby enhancing the forecasting ability (Kejariwal et al., 2017). Maldiva Ltd's lack of such abilities restricts the accuracy of their forecasting and strategic response.
d) Security and GDPR Compliance Issues
There are no strong access control and data governance measures in place. There are weak authentication methods, and inconsistent handling of customer data makes it more susceptible to any unauthorised use or breach of data. Bufalieri et al., (2020) have discovered significant gaps in terms of personal data protection and organisational identity verification in GDPR implementation. In addition, lack of transparency and data management issues can lead to low levels of trust among customers, which can negatively impact future customer relationships. Empowered by their research on human interactions with GDPR, Bowyer et al., (2022) point out that a transparent and well-managed data practice can have a significant impact on customer trust perceptions. For Maldiva Ltd, the possible legal consequences and damage to its reputation are significant risks.
e) Lack of System Integration
There are significant inefficiencies in using departmental systems in isolation. Data often needs to be entered more than once by employees, and then manually transferred from one application to another, lengthening processing times and creating an opportunity for data entry mistakes. Integrated information systems allow the data to be transferred smoothly between the various business functions, which makes the process more efficient and eliminates any redundant activities. In terms of socio-technical aspects, the success of an organization is determined by the proper integration of the technological system into the operation and employee activity.
3. [bookmark: _Toc233581338]Recommended Information System Solution
3.1 [bookmark: _Toc233581339]Proposed Solution: Integrated Cloud-Based ERP with CRM and BI
Maldiva Ltd. must consider the adoption of an integrated cloud-based ERP system that integrates Customer Relationship Management (CRM) and Business Intelligence (BI) to overcome some of the shortcomings in its operations to date. Platforms can be SAP Business One, Microsoft Dynamics 365 or Oracle NetSuite.
Cloud ERP systems help to streamline organizational information, connect business processes and give instant access to information. The suggested architecture is to have the inventory management, sales, finance, and CRM and analytical capabilities all in one platform.
3.2 [bookmark: _Toc233581340]Justification for Recommendation
a) Alignment with Business Needs
A cloud-based ERP system enables retailers with physical stores and online businesses to have all of their organisational information in a central place. The result is data availability in all channels and the possibility of omnichannel retail strategies through such integration.
b) Operational Efficiency
The inventory activities and purchasing transactions and reporting processes are automated with ERP systems, thus minimizing the manual efforts. By automating repetitive tasks and reducing the risk of human error, ERP automate processes and boost productivity (Best et al., 2022). 
c) Cost Considerations
While the upfront costs of ERP software are significant, cloud ERP can lower infrastructure expenses and maintenance costs. The cost of the implementation is expected to be offset by some operational savings created as a result of process automation and error reduction over time. Cloud-based retail solutions have shown to be very cost effective and resource efficient (Teja, 2026). 
d) Scalability & flexibility
Cloud ERP systems provide a high degree of scalability, enabling businesses to scale seamlessly without significant infrastructure costs. Maldiva Ltd. is a growing business, which allows for further stores, users, processes and more to be seamlessly integrated.
e) Security and Compliance
Role-based access controls, audit trails, encryption and GDPR compliance are some features that are built into modern ERP systems. All these attributes enhance cyber security and minimize regulatory liability. Recent evidence shows that there are still many retail organisations grappling with challenges in GDPR training and compliance, which underlines the need for secure and compliant information systems (Hale, 2026).
3.3 [bookmark: _Toc233581341]How the Proposed System Improves Business Performance
The built-in ERP system will give real-time visibility into stock, and automated replenishment features will minimize inventory differences and boost product availability. The CRM module will enable the consolidation of a single customer database, which will allow them to send out personalised promotions and improve the effectiveness of their customer service.
Real-time analytics will be supported and managerial decision making will be enhanced with embedded BI dashboards. Real-time business intelligence helps data get translated into actionable insights, hence enhancing the accuracy of forecasting and strategic agility in organisations (Obozokhai et al., 2025). The integration of information within the department will allow for seamless information sharing between finance and sales and inventory, thereby eliminating duplication of work and effort. Additionally, digital workflows will help reduce paper usage and optimise resources, which will help organisations achieve their sustainability goals.
The DeLone and McLean Information Systems Success Model also aligns with the recommendation, as it highlights that the quality of systems, information and service is positively related to user satisfaction and organisational benefits (Jiang et al., 2025). Finally, a technology acceptance model (TAM) was introduced which suggests that the perceived usefulness and ease of use of technology are very important factors in technology acceptance.
4. [bookmark: _Toc233581342]Implementation Plan
A well-planned and phased strategy is essential to the successful deployment of a cloud-based ERP system that has been connected to a CRM system and Business Intelligence (BI) solution. A systematic implementation plan helps to minimize disruption to operational activities and increases the chances of success for the project.
4.1 [bookmark: _Toc233581343]Implementation Steps
[bookmark: _Toc233581358]Table 2: Proposed ERP Implementation Plan for Maldiva Ltd.
	Step
	Activities
	Expected Outcome

	Step 1
	Needs assessment and project planning
	Clear business requirements and project scope

	Step 2
	Vendor selection
	Selection of appropriate ERP solution

	Step 3
	System design and configuration
	Customized system aligned with business processes

	Step 4
	Data migration and testing
	Accurate data transfer and system reliability

	Step 5
	Pilot testing and deployment
	Smooth organisation-wide implementation


Step 1: Needs Assessment and Planning
The process of implementing should start by conducting an extensive review of Maldiva Ltd.'s operational needs. This phase includes defining business goals, reviewing current processes, defining system requirements and setting up project schedules and budgets. Good planning is essential as it has a positive effect on the success of ERP implementation (Idilbi and Abu-Shanab, 2022). It has been shown that project preparation and detailed planning are some of the most critical ERP success factors, as well as top management support.
Step 2: Vendor Selection
While selecting these vendors like SAP Business One, Microsoft Dynamics 365 and Oracle NetSuite, Maldiva Ltd. should take into consideration features, scalability, security, implementation costs and vendor support services. Other factors to consider are compatibility with current infrastructure and future expansion needs when picking a vendor. Research on cloud ERP adoption shows that compatibility and vendor reliability are among the most important factors that play into project success.  Discover novel features such as system reliability and data security that impact cloud ERP adoption (Tongsuksai etal., 2023).
Step 3: System Design and Configuration
The ERP system should be customized once a vendor has been chosen, to match organisational workflows. All business processes related to inventory management, customer relationship management as well as financial reporting should be streamlined and integrated into the new platform. To reap maximum benefits of ERP, BPR may be necessary to achieve high organisational performance (Chowdhury et al., 2025). 
Step 4: Data Migration and Testing
Existing spreadsheets and standalone applications should be cleaned, validated and loaded into the new ERP database. Kulkarni and Bansal (2023) discusses some advanced techniques for overcoming the challenges of data migration in ERP transitions. Errors are to be gathered before deployment by conducting the test in a comprehensive manner which involves conducting unit testing, system testing, user acceptance testing etc. Data quality has been recognized as one of the major challenges for ERP implementation success as incorrect migration can have a significant impact on business operations.
Step 5: Pilot Testing and Deployment
To start with, a pilot implementation should be tried at selected stores before an organisation-wide implementation. The company can know and address the technical challenges, collect the opinions of users, and reduce the risks of operation, by using this gradual implementation method. Research indicates that phased deployment approaches have a great deal of potential for decreasing implementation failures and increasing user acceptance (Takahashi and Maekawa 2022). 
4.2 [bookmark: _Toc233581344]Training and Change Management
The programs or training given to the employees are crucial to get the new ERP system adopted perfectly. Training also plays a role in enhancing the efficiency of work, satisfaction of users, and successful ERP system implementation (Ibrahim et al., 2025). Workshops, online tutorials and hands-on practice should be part of training sessions to get users familiar with new processes. In addition to this, continuous user support mechanisms, such as helpdesks and technical assistance teams, need to be put in place.
One significant problem that can arise when implementing an information system is resistance to change, when staffers feel that new technology will disrupt their work. It is for this reason, that Maldiva Ltd. is suggested to adopt the structured change management practice. The Kotter's 8-step Change Model focuses on creating urgency, involving stakeholders, communicating and reinforcing change efforts, and is a useful framework. Evidence has shown that proper change management greatly contributes to the acceptance of the new digital and project success in digital transformation efforts.
4.3 [bookmark: _Toc233581345]Integration and Potential Challenges
There can be a number of issues that arise while implementing. It can be challenging to integrate with existing systems due to legacy system compatibility. Other threats are employees' resistance, data migration mistakes, cost overruns, and temporary system downtime.
Maldiva Ltd. should implement the aforementioned measures to reduce these risks, such as a phased implementation of the project, continuous monitoring of project performance and ongoing technical support. On-going Post-implementation Evaluation helps organisations to recognise new issues and enhance system performance over time. Monitoring and support mechanisms are thus required to maintain the benefits of ERP (Stieglitz et al., 2022).
5. [bookmark: _Toc233581346]Conclusion
The assessment of the current information systems of Maldiva Ltd. indicates that the systems used in the company are not suitable to support the growth of the company. Manual inventory management, isolated customer databases, ineffective reporting workflows and lack of system integration lead to substantial inefficiencies and compliance and cybersecurity risks.
For solving these issues the best possible solution is a cloud-based ERP system that is connected with CRM and Business Intelligence features. The proposed system will enable real-time visibility of inventory, enable better CRM, have a single customer database and offer more advanced analytics and reporting capabilities to help managers make better decisions. Moreover, the built-in security measures and access control will further enhance GDPR compliance and minimize cybersecurity risks.
The recommended solution will help to streamline and optimise operations, enable smoother interdepartmental workflow, and promote the potential growth of the organisation in the future, thereby enhancing the business performance of Maldiva Ltd. and its overall competitiveness.
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