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Maldiva Ltd. is a rapidly expanding consumer electronics retailer with 30 retail outlets and an online platform. Its sales have increased considerably in the last year and it continues to expand. This expansion has, however, revealed some critical issues in the company's information systems infrastructure that present a set of operational problems that threaten customer satisfaction and profitability.
Some of Maldiva Ltd.'s challenges are: Manual tracking of inventory causing discrepancies between stores and online orders, disjointed customer data scattered across different systems, manual spreadsheet-based reporting with slow turnaround and prone to errors, non-compliance with data protection regulations, and the lack of integration between sales, finance, and inventory teams. All these contribute to the reduction of operational efficiency, customer experience and the company's capacity to scale up efficiently (Apergis, 2025).
This report examines the present information systems of the Maldiva Ltd, details the areas of inefficiencies and limitations within the current system and proposes a modern integrated system. A detailed implementation roadmap is recommended to overcome the challenges, helping the company streamline their operations, maximise efficiency and boost client satisfaction.
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[bookmark: _Toc237274476]2.1 Current Information Systems Landscape
Maldiva Ltd. has a technology landscape that is highly fragmented and consists of multiple technologies that are separated from each other. The inventory management is likely to be done manually, possibly through the use of spreadsheets or simple databases that are not integrated with the e-commerce platform or the point-of-sale (POS) system in the physical store. Customer information is held on several different platforms that are not connected, limiting a consolidated view of customer interactions and purchases. The current manual sales reporting system, using spreadsheets, creates errors and delays (Apergis, 2025). Each team—finance, sales, and inventory—uses a different software system, and they are not interoperable, so the data has to be transferred manually between the different teams (NetSuite, 2025).
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Inventory Management Gaps: Manual inventory tracking system poses serious challenges to operations. Stock discrepancies between orders on online and physical stores are due to the fact that there is no real-time inventory update. This results in customers placing orders online for products that are out of stock, complaints, refunds and loss of reputation. A lack of visibility of the stock level in the stores results in overstocking and understocking in different stores leading to financial losses and delay in order fulfilment (VAI ERP, 2026). Studies show that inventory inaccuracies, especially low inventory during busy periods, cause consumers to turn to other retailers, and high inventory positions put a strain on working capital that result in margin-impairing markdowns (Infor, 2026).
CRM Gaps: Customer information scattered in different systems negatively affects tracking purchase history, and this also hinders personalised marketing (Akter and Islam, 2024). A complete view of customer behaviour & preferences is not available for the marketing team to send targeted promotions. However, due to the lack of purchase records, the customer support team has a difficult time responding to customer complaints promptly and effectively, which hinders their ability to deliver high-quality service and improves customer satisfaction (Klaviyo, 2026).
Decision-Making Gaps: Sales data is manually entered into spreadsheets and is prone to inaccuracies and stale data. Lack of real-time analysis of sales trends means poor forecasting and lost revenue opportunities for management teams (Infosys BPM, 2026). This manual process is inefficient and does not allow data-driven decisions that are critical for gaining a competitive edge in the retail industry (Oracle, 2026).
Compliance Gaps: The existing system does not have robust access controls, which can lead to unauthorised access to customer data. With Maldiva Ltd. processing personally identifiable information (PII) of customers, the company is not fully compliant with data protection regulations like GDPR. This puts the organisation at risk of heavy fines and reputational risk if data breaches occur (ISMS.online, 2025).
Integration Gaps: Integration challenges between different departments is a big constraint. Sales, finance and inventory are handled by separate software systems that don't talk to one another, leaving employees to manually transfer the data between departments. This not only consumes precious time but can also lead to mistakes (Shopify, 2026).
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This report prescribes an integrated Retail Enterprise Resource Planning (ERP) system with embedded Customer Relationship Management (CRM) and Business Intelligence (BI) functionality based on the analysis of Maldiva Ltd.'s challenges. A retail ERP solution offers a unified platform that combines all the information of the business core, including the financials, POS, e-commerce, CRM, inventory, and supply chain, in one central place, keeping it all in a cloud-based system (NetSuite, 2025).
Today, retail ERP systems integrate all phases of the retail process, from planning to delivery, and support multiple retail locations, channels and brands. The system delivers real-time data from all retail points in the system and these data are pushed directly into the general ledger, accounts and cash. Predefined dashboards, KPIs, and reports quickly provide insight into key retail metrics (Shopify, 2026).
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Business Needs Alignment: The proposed ERP solution is based on the business problems of Maldiva Ltd. The system also provides real-time inventory visibility across sales channels, eliminates inventory data silos, and integrates demand-based planning with purchase order automation, which helps prevent stock-outs and overstock, leading to better cash flow and profitability (VAI ERP, 2026). By bringing together all customer interactions in one place, the ERP system allows for automated segmentation, loyalty programs, and personalised offers, which can help boost repeat sales and customer satisfaction (Klaviyo, 2026). When embedded within the BI system, these capabilities provide real-time analytics, transforming fragmented signals into actionable intelligence for dynamic forecasting of demand and better inventory turnover (Infosys BPM, 2026).
Time-saving and cost reduction: With the integrated ERP solution, the manual data entry or reconciliation is avoided, resulting in a cost of about $28,500 per employee every year for businesses (OWT Swiss, 2025). Automated workflows and real-time data sync cut down on expenses and improve accuracy and speed.

Scalability: Future growth, new stores, increased online sales, and customer data are accommodated. Cloud ERP offers the flexibility to scale up locations on a single platform, eliminating the need for expensive deployments (Oracle, 2026).
Compliance Support: The solution provides robust access controls, audits, and privacy management capabilities. By following ISO/IEC 27701, organisations can gain a holistic approach to privacy risk management and ensure GDPR compliance (ISMS.online, 2025; BSI Group, 2025).
Integration Across Departments: The ERP solution provides a single source of truth for sales, finance, and inventory. Each transaction updates in real-time, refreshing stock availability and margins in a centralised dashboard accessible to all teams, minimising errors and enhancing coordination (Infor, 2026).
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Improvement in Operations
The ERP system will eliminate manual processes and automate the daily operations. Real time syncing with stores and ecommerce will prevent any differences in stock. Manual data transfer between departments will be eliminated, and automated workflows will replace it, thus eliminating delays and allowing employees to focus on value-added activities (Infor, 2026). Store managers will have real-time visibility of inventory at all stores, thereby allowing stores to be efficiently reallocated and orders fulfilled.
Improvement in Data Management
The combined database will eliminate the disjointed storage of data, establishing one source of truth. Data from customers will be merged into complete profiles that allow for personalisation (Klaviyo, 2026). Strong access controls and audit trails will ensure compliance and minimise the risk of unauthorised access. With centralised management, duplication, inconsistencies, and errors will be eliminated (BSI Group, 2025).
Improvement in Decision-Making
Real-time analytics and reporting with embedded BI capabilities will be available. Through interactive dashboards, management will be able to gain access to sales trends, inventory performance, and customer insights, enabling proactive decision-making (Infosys BPM, 2026). In Dynamic Demand Forecasting, inventory turnover will be enhanced. Predictive analytics will allow for the prediction of market trends and operational problems.
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The proposed integrated Retail ERP system should be implemented in a structured and phased manner to ensure smooth transitions and successful adoption. There are five phases of implementation and specific activities and timelines outlined in the following table:
	Phase
	Activities
	Timeline

	Phase 1: Scoping and Assessment
	• Define the scope of the ERP implementation project
• Conduct a comprehensive audit of existing systems and data
• Identify specific business requirements and key performance indicators
• Select the appropriate ERP vendor based on business needs
• Establish project governance and team structure
• Assess data migration requirements and plan for data cleansing
	Months 1-2

	Phase 2: Foundation Building
	• Configure the ERP system based on defined requirements
• Set up master data including product catalogues, customer records, and supplier information
• Establish integration points with existing infrastructure
• Develop privacy policies and procedures aligned with ISO/IEC 27701 requirements (BSI Group, 2025)
• Create processing activity inventories and establish risk assessment methodologies (ISMS.online, 2025)
	Months 3-4

	Phase 3: Pilot Implementation
	• Deploy the ERP system in 2-3 pilot stores
• Integrate e-commerce platform with the new system
• Train pilot store staff on new processes
• Monitor system performance and gather feedback
• Identify issues and refine configurations
• Implement technical measures such as data minimisation controls and default privacy-protective settings (BSI Group, 2025)
	Months 5-6

	Phase 4: Full Rollout
	• Deploy the ERP system across all remaining stores
• Roll out integrated POS and inventory management features
• Implement comprehensive staff training across all locations
• Establish monitoring and measurement programs (ISMS.online, 2025)
• Conduct internal audits and management reviews (BSI Group, 2025)
	Months 7-9

	Phase 5: Operational Integration and Continuous Improvement
	• Integrate privacy considerations into ongoing business processes (ISMS.online, 2025)
• Implement continuous improvement processes, including corrective actions and system improvements.
• Establish ongoing performance monitoring and reporting
• Develop vendor management capabilities for supply chain oversight
• Create training and awareness programs for all personnel (BSI Group, 2025)
	Month 10 onwards
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Training of staff is an important factor for a successful implementation. Training should be role specific, and make sure each team understands how the system would impact their work on a day to day basis. Employees working in stores will need to be trained on the new integrated POS and inventory lookup capabilities (Blanchard, P.N. and Thacker, 2023), which will allow the store associate to view the inventory status across multiple locations as well as detailed inventory information during transactions (Infor, 2026). Marketing and customer support staff should be educated about the integrated CRM features, such as customer segmentation and personalised communication platforms (Klaviyo, 2026).
Organisational change management should be a part of digital transformation, which is a common problem in the adoption of technology (Apergis, 2025). The value and advantages of the new system need to be made clear to staff by leadership, staff need to be engaged in the process of change and there needs to be some support given during the transition period. Immediate impact, whether it is saving time, improving inventory, or boosting conversion rates, can help to address resistance by providing tangible results (OWT Swiss, 2025).
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Careful planning is required if need to integrate the system with others. The new ERP system should integrate with:
· Existing POS hardware
· E-commerce platform
· Financial systems
· Supplier systems
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	Challenge
	Mitigation Strategy

	Data migration issues
	Conduct thorough data cleansing and validation before migration; create comprehensive backup plans (Oracle, 2026)

	Staff resistance
	Engage staff in the implementation process; offer a lot of training and support; clearly communicate the benefits (Apergis, 2025).

	System downtime during transition
	Implement the system in phases; schedule major cutover during low-traffic periods; maintain fallback plans (NetSuite, 2025)

	Cost overruns
	Set up budget control; prioritise essential features for the first phase; phase in extra features (Shopify, 2026)

	Privacy and security risks
	Implement PIMS according to ISO/IEC 27701 (BSI Group, 2025); vendor and processor oversight (ISMS.online, 2025); technical measures (e.g. pseudonymisation, encryption) (BSI Group, 2025)
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This report has discussed the major problems faced by Maldiva Ltd. and highlighted the shortcomings in various areas such as CRM, Decision Making, Data Protection, Inventory Management and Inter-Departmental Integration. Lack of integration and manual processes in existing information systems has resulted in inconsistencies in stock, customer service issues, delayed decision making, compliance risks and inefficiencies in operations. An integrated Retail ERP system with built-in CRM and BI is the recommended solution that directly tackles these challenges, offering real-time inventory visibility, centralised customer data, actionable insights for better business decisions, and enhanced security compliance. Implementation will be a phased process over 9-12 months whilst paying close attention to training, change management, and privacy integration.
If implemented successfully, Maldiva Ltd. can expect to benefit from inventory accuracy reducing stockouts and overstocks, better customer service and satisfaction with personalised marketing and service, faster data-driven decision making, complete compliance with data protection regulations, automated operations and reduced costs, and a scalable foundation to support continued business growth. By strategically using information systems, Maldiva Ltd. can improve its operational efficiency, enhance customer experiences, and gain a competitive edge in the ever-evolving retail landscape.
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