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Maldiva Ltd. is a fast growing company in the consumer electronics segment with 30 physical outlets and an ecommerce platform. Information systems are significant in this regard because they enable organisations to gather, manipulate and utilise business data throughout various business functions (Laudon and Laudon, 2022). The company has recently shown sales potential for commercial applications, but has also revealed some significant gaps in the systems that enable the company's day-to-day operations. These are their vulnerabilities – manual inventory tracking, disconnected customer info, spreadsheet reporting, lax data security measures and limited inter-departmental integration. This makes the problem more than just a technical one — and poor systems are now impacting service quality, stock accuracy and customer confidence. The report focuses on the need for a modern integrated information system that can support Maldiva Ltd.’s current operations and future growth. Digital business systems are of particular relevance when retail organisations need to better integrate online sales, customer information and internal processes (Chaffey, Hemphill and Edmundson-Bird, 2022). Presently Maldiva Ltd. Does not seem to have systems that give accurate information in real time, reducing managers' capability to react quickly to the customer's demand. This raises the order fulfilment, marketing, forecasting as well as compliance risks. There is a need, therefore, for a more integrated system in order to enhance the operational effectiveness, data management and decision making in the business.
[bookmark: _Toc237652214]2. Evaluation of Existing Systems
Inventory System
One of the most visible operational failures in Maldiva Ltd. is the manual inventory system as business activities become more visible, measurable and responsive to change with data-driven process management (Czvetkó et al., 2022). Right now, the company has trouble matching stock records between its retail stores and website. This is the situation when customers can order online for products which they may not have in their inventory. This not only leads to cancelled orders and refunds but also to customer complaints and a diminished customer experience. An inventory problem also causes financial and managerial problems for store managers. Poor quality information can reduce planning, coordination and organisational control (Galliers, Leidner and Simeonova, 2020), hence strategic information management is significant. When goods are over-stocked, it is cash tied up and pressure on the storage space; when they are under-stocked, it is a sales opportunity that is not captured. This indicates that inventory failure is not a stockroom problem, but rather a broader business performance problem. Maldiva Ltd. requires improved instant visibility of stocks in all channels.
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Figure 1: Evaluation of Maldiva Ltd.’s Existing Information Systems
Source: (Self-Developed)
CRM System
Additionally, Maldiva Ltd.'s customer relationship management system is inefficient as they have their customer data stored across fragmented systems. Organisations must redesign their business processes to implement digital transformation instead of introducing new technology to old procedures (Baiyere, Salmela and Tapanainen, 2020). In Maldiva Ltd, customers' data is split, making it challenging to keep track of their purchase history, preferences and complaints. This restricts the marketing team's ability to develop personalised promotions. It also impacts the ability of the support team to be responsive and answer customer queries quickly and accurately. It is even worse because the retail space is becoming more competitive and relies on customer experience more and more. In e-commerce management, customer information is effectively utilised for supporting the service, communication, and online engagement of customers (Chaffey, Hemphill and Edmundson-Bird, 2022). Without the ability to view all purchase history, a customer's complaint may take longer to be addressed by customer support personnel. This may create a sense of disorganisation and/or lack of reliability in the customer's eyes. So, a lack of integration between your CRM system reduces operational efficiency and customer satisfaction.
Reporting and Decision-Making
The company's spreadsheet reporting system produces delays and undermines the decision making process. During periods of change, incomplete information, uncertainty and cognitive bias may affect decision making (Acciarini, Brunetta and Boccardelli, 2021). Maldiva Ltd. makes use of manual sales reports which can have errors or even out-of-date numbers. This makes it hard to accurately gauge the sales trends and how the store is doing compared to online performance for management. Inadequate reporting can then result in poor forecasting and lost revenue opportunities.
Data Protection and Integration
Data protection and integration issues pose additional challenges for Maldiva Ltd. Process mining can assist organisations by making actual workflows more visible and accessible for evaluation, thereby uncovering process gaps (Kokala, 2024). The company's lax security measures could lead to unauthorised access to customer data. This is a big worry given that data protection failures can result in legal, financial and reputational damage. Meanwhile, other systems throughout the sales, finance and inventory departments require workers to manually move data. As these problems illustrate, Maldiva Ltd. systems are currently disjointed and incompatible with the expanding retail operation.
[bookmark: _Toc237652215]3. Recommended Solution
Maldiva Ltd. should integrate a cloud ERP solution that integrates inventory, CRM, finance, business intelligence, and secure access control. Organisations can coordinate data, people and processes through a single digital structure using a connected management information system as illustrated in (Laudon and Laudon, 2022). This recommendation matches the company as their issues are related not only to a single software failure, but to fragmentation. Stock and CRM alone will not resolve the issue of disconnected data if Maldiva is only addressing these issues separately. Having a cloud ERP system will then allow the enterprise to have a single platform for its day to day operations and management decisions.
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Figure 2: Recommended Integrated Cloud ERP Solution for Maldiva Ltd.
Source: (Self-Developed)


Business Need
The need that is most important to the core business is integration between stores, online sales and internal departments. As described in (Monk and Wagner, 2020), the idea behind ERP is to link the different core business functions together to ensure that data is sent throughout the organisation in a more consistent manner. This translates to Maldiva's online orders, shop stock, finance records and customer information no longer being isolated in separate systems. Store managers are able to view the current stock levels whilst head office can have a view of performance across all 30 stores. This would help minimise the confusion between e-commerce and brick-and-mortar sales.
Efficiency
The system to be designed should be efficient and should minimise manual data entry and repetitive administrative tasks. Information systems, as supported by (O'Brien and Marakas, 2018), can help to enhance the functions of a business by automating repetitive activities and providing easy access to information. Staff are currently having to move information from sales to inventory and finance systems, leading to inaccuracies and inefficiency. When stock is sold, returned or transferred, it would be captured as an automatic update in a cloud ERP. This would help to improve order fulfilment and enable staff to concentrate more on service quality.
Cost
Cloud ERP is not a low-cost system, so the cost of implementation must be taken into account. As illustrated in (Peppard and Ward, 2016), strategic investment in information systems should not be based on the price of the initial purchase alone but also on the value that can be derived from the use of the system in a business. Maldiva would have to purchase the software, data transfer, training, consultancy, and support. These costs could however be warranted by the reduction in refunds, stock error, duplicated effort, and inaccurate forecasting. It becomes a more attractive investment when considered as a long term performance improvement.
Scalability
Scalability is important as Maldiva Ltd. is looking to expand further. Consistent ways of working across business units is where a strong business process culture is helpful to organisations, as discussed in (Kregel, Distel and Coners, 2022). A cloud-based ERP can easily incorporate new users, more stores and increased online transaction volume without having to redesign the entire system. This will be helpful to a retailer whether they are expanding or not as data tends to get more complex as the retailer expands. The system would enable Maldiva to grow more under control and not more manual labour.
Operations, Data and Decision-Making
The system should also enhance system operation by providing managers with better information on which to base decisions. Digital innovation, as correlated with process improvement in (Mendling, Pentland and Recker, 2020) is valuable if it affects how organisations utilise information in practice. Real time dashboard may display sales trends, fast moving products, stock shortage, customer complaints and store performance. CRM functions might also be able to streamline promotions based on the customers' purchase history and behaviour. This would enable the managers to make faster and better decisions.
Alternative Options and Justification
This is because AI-based decision frameworks, discussed in (Rajagopal et al., 2022), require reliable and integrated information to facilitate the making of better decisions. A standalone system could address one of these apparent issues but it would not link finance, sales, stock, customer service and reporting. This could present a situation where staff might still be required to transfer information manually between departments. Therefore, an integrated cloud ERP is the most appropriate choice as it can solve the operational, data and growth issues of Maldiva in the same solution.
[bookmark: _Toc237652216]4. Implementation Plan
Maldiva Ltd. should execute the rollout of the new cloud ERP system in a gradual manner instead of a sudden change. In the context of the business process management, task analysis can be used to gain insight into the way work is performed before changes are made to the system (Rizun, Revina and Meister, 2021). The first step should be a comprehensive audit of the system and its needs throughout the stores, e-commerce, finance, inventory, marketing, and customer support. The second phase should be on the selection of the vendor and data preparation. Planning technical functions is important and so are the needs of the organisation and the business value, both of which should be taken into account in information system planning (Stair and Reynolds, 2020). Maldiva needs to evaluate the ERP vendors according to costs, security, scalability, integration, reporting capabilities, and user support (Viriyasitavat et al., 2020). Following this, the customer, stock, sales and finance data should be cleaned prior to migration. This is critical since the old system could have incorrect information that can affect the trustworthiness of the new system.
[bookmark: _GoBack]
	Implementation Stage
	Main Action
	Key Risk
	Control Measure

	System audit
	Review processes and users
	Missing requirements
	Departmental consultation

	Vendor selection
	Compare ERP providers
	Wrong system choice
	Clear selection criteria

	Data migration
	Clean and transfer data
	Data errors
	Test migration first

	Pilot testing
	Trial in selected stores
	Service disruption
	Limited rollout

	Staff training
	Train users by role
	Staff resistance
	Practical support

	Full rollout
	Launch across all stores
	Performance issues
	KPI monitoring


Then, it needs to be pilot tested in a limited number of stores with the e-commerce system. Process management is closely related to quality management, as the quality of the work process must help to ensure consistent and reliable work procedures (Stravinskiene and Serafinas, 2020). A pilot would enable Maldiva to do a trial run before a full rollout of the stock updates, online orders, CRM records, reporting dashboards, and access controls. It would also be helpful when it comes to identifying technical faults, concerns of staff and training gaps. This decreases the possibility of disruption in all 30 stores. Training and monitoring should be the final phase, following full roll out. Digital transformation requires user capability as well as technological capability, as staff needs to be aware of how they should use systems in their day-to-day work (Turban, Pollard and Wood, 2021).


[bookmark: _Toc237652217]5. Conclusion
Maldiva Ltd. is unable to keep using the existing information system for the complexity and volume of its business. Manual inventory management, disjointed customer information, reports based on spreadsheets, lack of security measures, and poor system integration are causing problems for the company in terms of operations and customer service. A cloud ERP system with CRM, inventory management, business intelligence and secure access controls would offer better connectivity and reliability to managing the business. It should enhance stock accuracy, customer service, reporting time, GDPR compliance and between departmental collaboration. The system will need to be invested, trained and carefully implemented, but it is expected to be of benefit to Maldiva's long term growth.
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2. Evaluation of Existing Systems

Maldiva Ltd.’s current systems create operational inefficiencies, poor customer experience

and weak decision-making. Key issues are summarised below.
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3. Recommended Solution

Maldiva Ltd. should adopt a cloud-based Enterprise Resource Planning (ERP) system that
integrates inventory, CRM, finance, business intelligence and secure access controls.
This will replace fragmented systems with one reliable platform for daily operations

and better management decisions.
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