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          Business Case: Maldiva Ltd. – Overcoming Operational Challenges 
Proposal for the Implementation of an Integrated Enterprise Resource Planning (ERP) System with CRM and Advanced Analytics Modules  

1. Introduction 
Maldiva Ltd. is a dynamic consumer electronics retailer operating 30 physical stores across key locations and a robust e-commerce platform. The company has experienced significant sales growth over the past year, reflecting strong market demand for its products ranging from smartphones and laptops to smart home devices. This expansion signals promising opportunities for further scaling; however, it has also exposed critical vulnerabilities in the company's backend operations. Outdated information systems are now acting as a major constraint, undermining efficiency, customer satisfaction, and overall competitiveness .
The core challenges revolve around several interconnected areas. The manual inventory tracking system creates persistent discrepancies between in-store stock levels and online availability. Customers frequently encounter "out of stock" notifications after placing orders, resulting in dissatisfaction, cart abandonment, and increased refund requests. Store managers face difficulties in monitoring overstocked or understocked items, leading to tied-up capital in excess inventory and lost sales from stockouts .
Customer Relationship Management (CRM) presents another significant pain point. Customer data is fragmented across disparate systems, making it challenging to maintain a unified view of purchase histories, preferences, or interactions. This fragmentation hampers the marketing team's ability to deploy targeted promotions and limits the customer support team's capacity to resolve issues efficiently. Decision-making is further compromised by reliance on error-prone, manually compiled spreadsheets for sales reporting. Management lacks access to real-time analytics, resulting in inaccurate forecasting and missed revenue opportunities .
Compliance risks compound these operational issues. The current setup lacks robust data protection measures, falling short of GDPR requirements and exposing the company to potential breaches, fines, and reputational damage amid rising cyber threats. Finally, departmental silos—where sales, finance, and inventory teams operate on incompatible software—necessitate manual data transfers, breeding inefficiencies and errors .
This proposal recommends the adoption of a modern, integrated Enterprise Resource Planning (ERP) system enhanced with CRM capabilities and business intelligence (BI) tools. The solution, specifically Microsoft Dynamics 365 or a comparable cloud-based ERP like SAP S/4HANA, will address these challenges holistically. By centralizing data, automating processes, and enabling real-time insights, Maldiva Ltd. can streamline operations, enhance customer experiences, and support sustainable growth. This report evaluates the existing systems, details the recommended solution, outlines an implementation plan, and summarizes expected benefits .

2. Evaluation of Existing Systems 
Maldiva Ltd.'s current information systems are predominantly manual or semi-automated, relying on legacy tools that were adequate for a smaller operation but are now inadequate for a multi-channel retailer with growing transaction volumes .
The inventory management process depends on spreadsheets and basic point-of-sale (POS) terminals that do not synchronize in real time with the e-commerce platform. This leads to frequent data mismatches: an item sold in-store may not immediately update online availability, or vice versa. According to industry benchmarks, such discrepancies can result in stock accuracy rates as low as 60-70% in retail environments with manual processes, compared to over 95% with integrated systems. The financial impact includes higher carrying costs for overstock and opportunity costs from stockouts, estimated to erode margins by 5-10% annually in similar cases .
CRM operations are equally fragmented. Customer information resides in separate databases for online orders, in-store loyalty programs, and support tickets. This "data silos" phenomenon prevents a 360-degree customer view, a critical capability in modern retail. Marketing efforts suffer from generic campaigns rather than personalized recommendations based on purchase history or browsing behavior. Support teams waste time cross-referencing records, prolonging resolution times and reducing Net Promoter Scores (NPS) .
Reporting and analytics rely on manual aggregation in tools like Microsoft Excel. This process is time-consuming, prone to human error (e.g., formula mistakes or outdated data pulls), and incapable of delivering real-time dashboards. Management decisions are thus based on lagging indicators, hindering agile responses to trends such as seasonal demand spikes for electronics or emerging product popularity .
Security and compliance gaps are alarming. Without centralized access controls, role-based permissions, or audit trails, sensitive customer data (including payment details) is vulnerable. Non-compliance with GDPR could attract fines up to 4% of global annual turnover. Integration failures across departments exacerbate these issues: finance cannot automatically reconcile sales data with inventory, leading to reconciliation delays and inaccurate financial statements .
In summary, the existing systems suffer from low automation, poor scalability, inadequate integration, and insufficient security. These inefficiencies not only increase operational costs but also risk customer loyalty and regulatory penalties as the company scales .

3. Recommended Solution
To overcome these challenges, it is recommended that Maldiva Ltd. implement Microsoft Dynamics 365 Commerce and Supply Chain Management, integrated with Dynamics 365 Customer Engagement (CRM) and Power BI for analytics. This cloud-based ERP suite offers a unified platform tailored for retail operations. Alternatives such as SAP S/4HANA or Oracle NetSuite could be considered depending on budget and specific custom ization needs, but Dynamics 365 provides an optimal balance of affordability, ease of integration with existing Microsoft tools (common in retail), and scalability for a mid-sized enterprise like Maldiva .
Justification for the Recommendation :
· Alignment with Business Needs: The system directly addresses inventory discrepancies through real-time synchronization across physical stores, warehouses, and the e-commerce site. Features like automated replenishment alerts, RFID/barcode integration, and omnichannel order fulfillment will ensure accurate stock visibility and faster order processing .
· Efficiency Gains: Automation of routine tasks—such as data entry, invoice generation, and inter-departmental transfers—will reduce manual effort significantly. The CRM module will consolidate customer data into a single customer profile, enabling personalized marketing (e.g., targeted email campaigns based on past purchases) and improved support through instant access to order histories .
· Enhanced Decision-Making: Power BI integration provides real-time dashboards and predictive analytics. Sales trends, inventory turnover ratios, and customer segmentation reports will be available at the click of a button, supporting data-driven forecasting and strategic planning . Machine learning capabilities can predict demand fluctuations for electronics products, minimizing overstock/understock scenarios .
· Cost and Scalability : Cloud deployment reduces upfront hardware costs compared to on-premise solutions. Subscription-based pricing (typically £50-£150 per user/month depending on modules) allows pay-as-you-grow scaling. ROI is typically realized within 12-18 months through reduced stock losses (estimated 15-25% improvement), lower administrative overhead, and increased sales from better customer retention .
· Compliance and Security: Built-in GDPR-compliant features include data encryption, consent management, audit logs, and role-based access controls. Advanced threat protection mitigates cyber risks .
How the System Will Improve Operations, Data Management, and Decision-Making:
The integrated platform will create a "single source of truth" for all data. Inventory teams will benefit from automated stock updates and AI-driven optimization, reducing discrepancies and enabling click-and-collect services. Customer data management will shift from fragmented to unified, facilitating loyalty programs and upselling opportunities. Decision-makers will move from reactive to proactive strategies, using predictive insights to optimize procurement and promotions .
Overall, this solution transforms Maldiva Ltd. from a retailer hampered by legacy systems into an agile, customer-centric organization capable of competing with larger players .

4. Implementation Plan
Successful implementation requires a phased approach to minimize disruption. The project is estimated to take 6-9 months, with a total budget of approximately £250,000-£400,000 (including software licenses, customization, training, and consulting support), depending on scope .
Key Steps:
1. Planning and Assessment (Weeks 1-4): Conduct a detailed requirements workshop with stakeholders from sales, inventory, finance, marketing, and IT. Map current processes against the new system and identify data migration needs. Select a certified implementation partner. 
2. System Design and Configuration (Weeks 5-12): Customize modules (e.g., retail-specific workflows for electronics). Integrate with the existing e-commerce platform (e.g., via APIs). Set up data governance policies for GDPR compliance .
3. Data Migration and Testing (Weeks 13-20): Clean and migrate historical data using ETL tools. Perform rigorous testing, including unit, integration, and user acceptance testing (UAT) to ensure accuracy in inventory and order flows .
4. Training and Change Management (Weeks 21-24): Deliver role-specific training sessions (online and in-person) for ~200-300 users. Develop user manuals and provide ongoing support. Address resistance through clear communication of benefits .
5. Go-Live and Optimization (Month 6+): Roll out in phases—starting with pilot stores and e-commerce, then full deployment. Monitor performance with KPIs (e.g., inventory accuracy >95%, order fulfillment time reduction by 40%). Provide post-go-live hypercare support for 4-6 weeks .
Considerations:
· Integration with Existing Infrastructure: The cloud nature of Dynamics 365 facilitates hybrid integration with legacy POS systems during transition .
· Potential Challenges: Data migration errors, user adoption hurdles, and temporary productivity dips. These can be mitigated through robust project governance, executive sponsorship, and contingency planning (e.g., parallel running of old/new systems initially) .
· Risk Management: Regular progress reviews and a dedicated change management team.

5. Conclusion & References
In conclusion, Maldiva Ltd.'s operational challenges—stemming from manual processes, data fragmentation, poor analytics, compliance gaps, and lack of integration—threaten its growth trajectory. Implementing an integrated ERP system with CRM and BI capabilities, such as Microsoft Dynamics 365, offers a comprehensive remedy. By providing real-time visibility, automation, and actionable insights, the solution will enhance inventory accuracy, customer satisfaction, decision-making speed, and regulatory compliance. Expected benefits include 20-30% operational cost savings, improved sales conversion rates, stronger customer loyalty, and a scalable foundation for future expansion .
This investment positions Maldiva Ltd. as a modern, efficient retailer ready to capitalize on market opportunities while mitigating risks. The consulting team recommends proceeding with a detailed feasibility study and vendor demonstrations in the coming weeks .
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