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INTRODUCTION 
Maldiva Ltd is an electronics retailer with physical stores and they operate online. They are fast growing but face numerous challenges due to their outdated and inefficient information systems. Sales have increased significantly in the past year, but they have struggled internally because of the information systems. Multiple of their teams are facing hardship meaning their organisation have lacked in more than one department. Their inventory tracking system have caused multiple complaints and refunds meaning their business is at a loss despite it being fast growing. The complaints received cannot be handled efficiently which has created major problems for the customer support team. “Information systems are interrelated components working together to collect, process, store, and disseminate information to support decision making, coordination, control, analysis, and visualization in an organization.” (Laudon, and Laudon 2012). Maldiva is missing Ltd is missing the components to work together and help each other thrive.
EVALUATION OF EXISTING SYSTEMS 
The organisation uses a manual inventory tracking system (IMS), there are an abundant of reasons why they struggle in this department. Firstly, using a manual system is difficult to track which leads to inaccurate stock records. There are discrepancies in their stock meaning their physical store stock does not match the online inventory which leads to a heavy customer impact. There is trouble differentiating the difference between overstocked and understocked products meaning items are heavily delayed during processing.  Customers order items that appear to be in stock but are later cancelled due to unavailability which then leads to complaints and refund requests. Consumers become dissatisfied and there is a loss in trust. Manual systems are prone to human error and are slow. The inventory is not updated in real time between the online and physical stores so this makes efficiency harder. 
Customer Relationship Management (CRM) is used but it is a disconnected system. Customer data is stored across multiple separate systems. Purchase history cannot be easily accessed, and records are incomplete and inconsistent, this is due to customer information not being centralised. There then becomes a large impact on the marketing team such as them not being able to establish customer buying patterns, difficult to send targeted promotions and personalised offers and reduced effectiveness of marketing campaigns. Therefore, customers will have a poor experience with the organisation, missed sales opportunities and a lower customer retention.
Spreadsheets are created manually instead of using a Decision Support System (DSS). Due to the sales being reported manually there are more errors, outdated information and it is highly time consuming. Sales information cannot be accessed nor updated in real time.  Sales trends and customer demands are difficult to identify meaning customer relationships and loyalty are also at risk, this puts the organisation at a reduced competitive advantage. 
Maldiva Ltd have a weak information and data security system and is not fully compliant with the UK GDPR regulations. Unauthorized users may gain access to customer data and there is an increased risk to cyberattacks and breaches to customers private details such as home addresses etc. There is also a risk of legal penalties and fines which may damage the company’s reputation. Financial loss from the fines, loss of customer trust and disruption to business operations will also impact the organisation. 
The systems are not integrated, and the departments cannot communicate appropriately with each other (sales, finance and inventory departments). Employees manually transfer data meaning there are duplications across multiple systems and a higher risk of inconsistencies. This also means time is wasted when checking and transferring all the data, slower communication and reduced productivity and efficiency 
RECCOMMENDED SOLUTION 
An automated Inventory Management System (IMS) would need to be implemented. This would ensure real time inventory tracking, so stock levels would update automatically after a customer has purchased an item. This is the best solution as it eliminates stock discrepancies between physical sores and online stores, it provides real time inventory updates and will improve customer satisfaction by preventing customers from ordering out of stock items. This is efficient because it reduces human errors in inventory records, speeds up stock monitoring and alerts managers when stock is low. An automated IMS would reduce financial losses massively as there would be fewer refunds and cancelled orders. There is an initial implementation cost, but it provides long term savings. Operations are improved due to the coordination of the physical and online shop and the reduced delays caused by the inaccurate inventory records. 
An integrated CRM system would be enforced to eliminate the challenges in this department. The sales, marketing and customer support teams would all be required to integrate the CRM. This method would create a single view and profile of each customer instead of there being multiple unnecessary ones creating confusion. Customer service would be improved due to the quick access to purchase records. Efficiency is enhanced for the organisation because it would be less time consuming when searching for customer information and eliminates duplicate customer records across different systems.  This new cost-efficient system reduces costs associated with manual data management and increases sales through targeted promotions. Integrated CRM can store an increasing amount of data as the business grows with potential new branches and new products. This improves data management due to all customer data being stored in one secure central data base, the elimination of inconsistent and duplicate customer records and maintains accurate purchase histories and customer profiles. 
A Decision Support System (DSS) would need to be launched and used to analyse real time business data and automated reports. A DSS is a system that supports decisions and is an interactive human computer. It supports faster and more accurate decision making and would eliminate the need to manually compile sales reports using spreadsheets. Manual data entries are prone to human errors this new system would reduce that and speeds up the analysis of sales trends. This improves decision making by helping managers identify opportunities to increase revenue. 
“An Information security management system (ISMS) is a set of policies and procedures for systematically managing an organizations sensitive data” Kirvan and, Yasar (2025). This is the ideal System for this organization, a multi-factor authentication and ensure they comply with GDPR requirements. Enforcing these new systems would reduce the risk of cyber-attacks which would also ensure client trust and confidence. This system would massively improve data management as customers sensitive information would now be protected securely using encryption.
For the final problem an Enterprise Resource Planning (ERP) system that integrates all the departments into one platform would need to be implemented. This system would replace the separate software systems into one system and allow the teams to share accurate and up to date data in real time. This is highly efficient as the data sharing would be automated which reduces time and repetitive tasks. 
IMPLEMENTATION PLAN 
The first challenge was a lack of an automated IMS system. To implement the new plan the problems regarding stock and inventory needs to be analysed. Existing company data needs to be transferred to the new system to ensure accuracy, and it needs to be tested before fully implemented. Training would be provided to employees and store managers to ensure full comprehension of updating, managing etc. User guides and technical support can also be provided to help employees further understand his new system.  There are numerous potential challenges this solution could face such as data migration errors and technical issues. The easy solutions to these would be to ensure the data being transferred is accurate and verified and ensure a recovery plan with regular backups.  This new system would reduce stock discrepancies and customers would not order items that are out of stock. 
For the new CRM system to be implemented an analysis of the current customer data needs to occur to identify where and how it is being used. Once integrated, the existing customer data would be transferred and any duplicate or incorrect record is removed. The final steps would be testing, launching and monitoring. Marketing and customer support staff would need training on how to use this system correctly. The marketing team would especially be trained on how to create targeted promotions and personalized campaigns. “Failure rates of CRM projects may be as high as 70%” (Tafiti, 2002) but if this plan is followed correctly there would be no failure. This would improve customer information storage as it would all be held in a centralized system, personalized promotions would boost customer interactions massively and complaints would be efficiently handled.
Once the DSS is established the existing data needs to be up to date to then be transferred, this is to ensure accurate output information from the system. Automated reports would then be created expressing customer demand, revenue and sales trends. It would then be tested, launched and monitored. Managers would no longer need to manually compile data using spreadsheets. If the data being put into the new system is inaccurate, the output would also be inaccurate meaning this solution would only crate more difficulties for the organisation. If successful this means manual spreadsheet reporting would be reduced, sales reports would be more accurate and faster and more accurate decisions can benefit the company. 
A GDPR compliance audit would be conducted to identify the weaknesses in the current system and data protection process. Role based access (departments only accessing the necessary data) would be implemented for stronger controls. Multi factor authentication would also be introduced for an additional layer of security and protection. Sensitive customer data such as addresses full names etc would also now become encrypted. All employees would receive GDPR and protection training to ensure they can identify phishing emails, potential cyber threats and suspicious activity. This method would reduce the risk of unauthorized access and financial penalties, protect customer data from data breaches and improve data protection requirements and GDPR compliance. 
Finally, the ERP system being implemented would need to be arranged to the company’s requirements. Once that is completed the data from the separate systems would then be transferred into the new centralized database. This system would then need testing to ensure the information has been transferred correctly and monitoring to ensure the performance is up to the organizations standards.  Staff would require training on how to update and retrieve information correctly, an explanation on how this would improve communication and reduce manual work would also be provided.  There may be challenges when migrating the existing data hence why verifying it before transfer is highly crucial. This final implementation would improve communication across all the involved departments, and it would provide real time consistent information for Maldiva Ltd.
CONCLUSION 
Maldiva Ltd is experiencing several problems due to outdated and disconnected information systems. Some of the problems would include inaccurate inventory tracking, poor customer relationship management, weak data security and GDPR compliance etc.  To address these problems the company would need to implement an automated IMS, ERP system, CRM system, DSS, GDPR compliance and improved security controls. Although implementation of these systems would require investment, staff training and careful integration the long-term benefits would heavily outweigh the costs. These systems would reduce costs, automate processes and improve operational efficiency. They would improve customer satisfaction, decision making and overall business performance. 
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