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Executive Summary
Maldiva Ltd. faces troubles in its operations as it has to struggle with the troubles which appear thanks to the inability of its team to track the inventory manually, a lack of the proper system integration, and difficulties in processing data which is used for reporting. In this regard, the implementation of Microsoft Dynamics 365 Business is recommended for the company, as it is backed up with the capabilities of the CRM software and Power BI dashboards. This leads to the understanding that the introduction of the cloud-based environment will make it possible to enhance the accuracy of the inventory, improve the customer service, make the processes between different departments work better, improve the report generation and increase the quality of managerial decisions. The use of the discussed solution is seen as a rather good option because it solves the problems of the company now and provides it with the opportunity to be efficient in the future. The company will be able to deal with the issues of its operations without additional costs related to the implementation of the solution.
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Maldiva Ltd. is a developing retailer of consumer electronics that currently operates 30 stores as well as an online sales channel. Despite the growing sales and other strategies planned for the firm’s expansion, the limitations of its present information systems do not enable the organisation to achieve great results. The firm is still using manual inventory identification which creates multiple inventory inconsistencies between physical shops and online stores. The manual way of tracking the inventory results in troubles with cancelled orders, refunds, overstocking and delays in deliveries. Besides, all the information about customers is stored in different scattered systems, which makes it impossible to manage tight cooperation with customers, carry out an effective marketing campaign and solve the problems within the scope of customer complaints. Management continues to rely on spreadsheets, which generates tons of errors, reports that are no longer relevant and unreliable forecasts. It is worth adding that the lack of access rights leads to problems with GDPR compliance and cybersecurity.
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Maldiva Ltd. is a renowned consumer electronics retailer in the UK. The company possess over 25 physical stores to operate in the competitive landscape of the UK. In response to the constant changes driven by technological advancements, the company launched its own online marketplace. As a result, the company was able to diversify its revenue streams, thus paving the way for international expansion. Yet its outdated as well as inefficient information systems are posing severe operational hurdles in regard to the expansion plan.
At the heart of its operational hurdles, Maldiva’s manual inventory tracking system, customer relationship management (CRM), alongside not fully compliant with data protection regulations, making the situation worse for the company. Altogether, these issues are making Maldiva's decision-making slow as well as inefficient. Lack of integration also caused several bottlenecks that wasted its valuable time and increased the likelihood of errors in regard to the desired expansion. 
Manual Inventory Tracking: 
A manual inventory tracking system is a major concern in regard to this modernised world (Wynn, 2021). Under the direction of manual inventory systems, the company faced numerous issues primarily associated with stock discrepancies. In terms of managing physical stores and online orders, Maldiva experienced financial losses alongside delays in order fulfilment. Due to these issues, the customers of Maldiva faced either inventory inaccuracy or a stockout glitch. This means its customers often place orders online, only to discover that the product or  the item is out of stock later. This led the company to encounter a vast number of complaints as well as refund claims in regard to these issues. 
Customer Relationship Management: 
In this swift and digitised world, Customer Relationship Management (CRM) tools are essential, as it serves as a single digital home for all client details, past chats, as well as buying habits (Guerola-Navarro et al., 2024). The lack of CRM management led the company in order to face major concerns regarding this. As a result, the company was unable to offer personalised offers as well as discounts, thus, its marketing also fell apart. Maldiva’s multiple, disconnected systems make it nearly impossible to track the purchase history. Therefore, offering targeted promotions became a major challenge, while its customer support team was also unable to handle complaints efficiently due to the missing purchase records of customers.
Regulations & Digital Integration: 
Apart from the previous issues, not fulfilling the regulations alongside a lack of digital integration posed a wide range of challenges for the company. Thus, Maldiva Ltd. is facing two critical operational flaws that limit its ability to expand constantly. First, non-compliance with data protection laws such as GDPR, alongside the weak access controls, puts customer data on the verge of exposure to cyber threats as well as legal penalties. Second, disconnected software systems across sales, finance, as well as inventory force manual data transfers, wasting time alongside causing several errors.
Implications
· Data Insecurity: Weak controls risk unauthorised access.
· Legal Exposure: GDPR non-compliance invites heavy penalties.
· System Silos: Unintegrated software blocks cross-department communication.
· Operational Inefficiency: Manual transfers waste time and raise error rates. 
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Proposal of a Suitable New or Upgraded Information System 
Maldiva Ltd. should implement an integrated cloud-based ERP and CRM solution to replace its separate manual systems. The application of choice is Microsoft Dynamics 365 Business Central in combination with Dynamics 365 Sales Service and Microsoft Power BI. Business Central will become a central system for inventory, purchasing, sales orders, finance, warehousing and store operations. It is a tool for the management of finance, sales, shipping, inventory and all operational processes in a single application, thus being able to connect all 30 stores of the company, the e-commerce platform and management into one information environment (Haddara et al., 2022).
A customer relationship management system (CRM) module is intended to centralise customer information such as the profile of the customer, purchase history, inquiries, complaints, and marketing activity. Power BI would transform operational records into dashboards that would display sales, stock levels of products, product demand, refunds, customer behaviour, and sales performance by store. APIs would be used to connect the CRM with different systems, which include the website, POS terminals, payment systems, and a delivery service.
Justification Based on Business Needs, Efficiency, Cost and Scalability 
The suggestion satisfies the primary requirement of Maldiva Ltd. regarding reliable information. In the event that a product is sold through the internet or retail, the inventory record can be updated automatically, decreasing the number of orders placed for non-existing goods. With automated inventory notifications and purchasing guidelines in place, employees can distinguish fast, slow, overstocked and understocked products. Business Central provides support for inventory quantity, cost, sales orders, purchasing processes and warehouse operations, while the inventory reports can be used to measure inventory levels, planned purchases and demand for each location. Effectiveness would increase as staff would no longer need to transfer data back and forth between spreadsheets and departmental applications. Sales orders would automatically update inventory systems and accounting records, while customer service people would see complete transaction history while dealing with complaints. Automation of the workflow would eliminate double entry of data, mistakes and delays in reporting. Nevertheless, the number of benefits depends on the reliability of data migration, standardised processes and user acceptance.
Scalability is one of the significant benefits of adopting a cloud-based service. With growing sales, distribution channels, and branch offices, cloud capacity can be expanded without requiring an entire system upgrade. Business Central is a tool designed for the growing needs of small and medium-sized enterprises. Also, it can interface with other Dynamics 365 applications and Power BI. Microsoft’s cloud-based service is meant to ensure high scalability, great performance, and the reliability of business applications. Hence, using the given solution is more preferable to creating another stand-alone departmental system (Gessa Perera et al., 2023).
Improvements to Operations, Data Management and Decision-Making 
The proposed system will establish a comprehensive overview of inventory. The retail and online staff will have access to the same inventory information, allowing them to reserve and transfer items as well as facilitate order fulfilment. The system manages the stock based on existing demand. Thus, minimising the risks of stock shortages, excess inventory, storage costs, and cancellations. The unified financial, sales and purchasing information will speed up the invoicing process. Centralising customer and operations databases can enhance data administration. Having a common coding system, record system for customers, and transaction formats can ensure the consistency of data. Duplicate records can be removed during the transfer of data, and the rules for validating entries can prevent incomplete information from being entered into the databases. Access to the information can be limited on the basis of the users’ function. The Business Central application utilises the Microsoft Entra ID for the purposes of logging in to the system. This option, in its turn, also provides additional options, such as conditional access to the information systems. The company Maldiva Ltd. should use these functionalities together with the multifactor authentication options, an encrypted storage system, audit logs, backup technology, rules for keeping data for a certain period of time and training for the employees. However, the requirements are still to be met by the management (Sagala and Őri, 2024).
Decision-making would speed up because Power BI will retrieve data from Business Central and present it as reports and dashboards. The managers would be able to, for instance, keep an eye on selling statistics by store, channel, or product, analyse the amount of goods that are in stock compared to the actual needs, discover the products that underperform, estimate the effectiveness of campaigns, or study refund trends. Authorised users will receive useful and reliable information delivered in a timely manner instead of waiting for the information collected manually in spreadsheets (Latifi et al., 2023). Forecasting will be based on facts, making it possible to make better decisions regarding purchasing, staffing, advertising, and growing the business. Consequently, overall customer satisfaction will be improved through more accurate stock levels, faster complaint resolution, and better communications.
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Based on the insights from the recommended solutions, Maldiva should consider implementing upgraded information systems alongside enhancing its operations and decision-making. Therefore, the company is indeed in need of a strategic roadmap, which will eventually demonstrate as well as evaluate the implementation processes. In order to deploy Microsoft Dynamics 365 Business Central, Sales, Service, alongside Power BI as well as automated inventory, the company requires a structured 6- to-9-month phased rollout. As a result, this will integrate financial management, multichannel sales, customer service, as well as real-time inventory tracking (Reier Forradellas and Garay Gallastegui, 2021). At the same time, the executives of Maldiva will be able to tailor as well as align their operations as per the UK retail regulations. 
Phase 1: Discovery, Design, and Licensing 
Initially, the company needs to eliminate its legacy EPOS, warehousing, alongside spreadsheets. Maldiva should then identify and address the core needs in regard to UK compliance. Meanwhile, the company must acquire Microsoft Dynamics 365 licenses while setting up its own Microsoft Cloud environment (NetMonkeys, 2026). As a result, the company can address the requirements associated with regulations as well as the scope for automated inventory. 
Phase 2: Core Configurations and Setup 
Business Central: the company in regard to this face should consider configuring the chart of accounts, multi-warehouse structures, as well as vendor management.
Dynamics 365 Sales & Service: At the same time, the company should set up consumer/B2B customer profiles, warranty tracking, alongside repair ticket workflows with AI in order to provide a greater service for its customers (Ledro et al., 2022).
Automated Inventory: Maldiva must integrate warehouse management modules with IoT/barcode scanners in favour of tracking livestock adjustments (Villegas-Ch et al., 2024).
Phase 3: Integration and Data Migration 
In this phase, the company will connect Business Central with the existing e-commerce web shops as well as physical store EPOS terminals. At the same time, the brand should consider building bi-directional sync between Dynamics 365 Sales/Service and Business Central inventory. As a result, Maldiva will be able to generate a lean and migrate historical customer data, product catalogues, as well as vendor records (Guerola-Navarro et al., 2021). In this phase, the company also needs to establish automated data pipelines into Microsoft Power BI in favour of inventory turnover as well as sales dashboards. 
Phase 4: Testing and Training 
In the 7th month of this structured plan, the company must execute end-to-end user acceptance testing (UAT) across purchasing, sales, fulfilment, as well as returns. At the same time, Maldiva must conduct role-based training programs in order to empower floor staff, warehouse operators, and finance teams.  
Phase 5: Go-Live and Hypercare
Maldiva will switch off its legacy systems in regard to this last phase of the structured implementation plan. At the same time, it will also be accountable for launching a unified platform in a controlled live environment. The company is also able to offer 24/7 hyper care support with on-site and remote vendor technicians in order to resolve immediate bottlenecks. On the other hand, this phase will allow the company to review initial Power BI reports, thus auditing inventory accuracy as well as order fulfilment velocity more effectively (Hajibabaei, 2024). 
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The study developed a concise summary of Maldiva Ltd. in favour of overcoming operational challenges the company faced in recent times. Initially, the study evaluated its legacy systems, which were the core reason behind the bottlenecks it experienced. Based on these insights, the study proposed several solutions that is able to shift its business model according to its landscape. Followed by a structured 6 to 9-month implementation plan also proposed by the study. 
As a result, it offered the opportunity of integrating innovative technologies while partnering with several established entities to revive its business model. This plan and proposed solutions of the study also revolved around enhancing the relationship between the company and its customers. Thus, communication, efficiency and decision-making in regard to every business function of Maldiva will be seen in the near future. 
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