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Introduction
Overview of the Business Case
Maldiva Ltd. is a rapidly expanding retail business that offers consumer electronics online and in 30 physical locations. Sales have increased rapidly over the last year, and the company hopes to continue growing by adding new locations and drawing in more online customers.
But the business is having difficulties behind the scenes. Inventory, customer information, daily sales, and financial records are all managed by antiquated and disjointed systems. These outdated systems are causing slow delivery times, inaccurate stock counts, disgruntled customers, and wasted employee time rather than fostering business expansion. Our IT consulting firm was hired by Maldiva Ltd.'s management team to evaluate these problems and suggest a cutting-edge information system that will improve customer satisfaction, streamline daily operations, and facilitate future expansion.


Key Challenges Faced by the Organization

A detailed examination of Maldiva Ltd. reveals five primary operational issues brought on by antiquated technology:
Inaccurate Inventory Tracking: Store employees manually monitor inventory. Online shoppers frequently purchase items that appear to be available when they are actually sold out because physical stores and websites do not share stock updates in real time. Order cancelations, delayed shipments, customer complaints, and frequent refunds result from this. Additionally, store managers frequently place excessive orders for slow-selling merchandise while popular items run out, which raises storage expenses and lowers overall sales.
Disconnected Customer Data: Information about customers is kept in several separate, non-communicating systems.

Slow and Error-Prone Reporting: To evaluate sales data and make future plans, business executives use static Excel spreadsheets. Department heads manually enter data into spreadsheets and distribute them throughout the organization via email. This procedure is time-consuming, prone to human typing errors, and results in managers making decisions based on historical data rather than current sales trends.
Data Security and GDPR Risks: Maldiva Ltd. gathers and keeps customer data, but the systems in place don't have the most basic security measures.

Data is not encrypted, staff members have extensive access to private files, and there is no obvious audit trail that identifies who opened or modified customer records. This exposes the business to serious legal penalties under data protection regulations such as the General Data Protection Regulation (GDPR) and data theft.
Departmental Isolation: The departments of sales, finance, and inventory employ unrelated software tools. Workers re-enter the same data from one system into another for hours each week. This increases entry errors in company records, wastes important staff time, and causes operational bottlenecks.

Evaluation of Existing Systems

 Analysis of Current Information Systems in Place


Technology (hardware, software, networks) and business components (people, tasks, processes) make up an information system. Both departments at Maldiva Ltd. are unable to collaborate effectively.

Point of Sale (POS) Terminals: Only local checkout sales are recorded by the 30 physical stores' simple cash register software. These systems don't send real-time stock updates to the warehouse or website; instead, they store sales data locally on store computers.

Front-end of an e-commerce website: The website runs on a different server. Employees must manually update the site's stock numbers. Online shoppers often buy things that physical store customers have already purchased off the shelf during peak shopping hours.
Spreadsheet Reporting: Teams in charge of finance, sales, and inventory use different Excel files to monitor metrics. Multiple file versions are created when spreadsheets are sent back and forth via email, making it difficult for management to view real-time business performance and creating uncertainty about which numbers are accurate.


Identification of Inefficiencies and Gaps
A review of the current configuration identifies basic deficiencies in every aspect of business operations:
Inefficiencies in operations: Re-entering data into different applications takes a lot of staff time. Customer service representatives spend hours confirming basic purchase receipts, and orders take longer to pack and ship.
Data Inconsistencies: Different departments view different stock numbers and sales totals due to the lack of a single central database. Daily planning is hampered by managers' inability to trust the numbers they are given.
Strategic and Regulatory Gaps: The company is susceptible to security lapses and fines for noncompliance with GDPR if customer files are not encrypted. Executives find it challenging to confidently expand into new store locations or plan inventory orders due to the lack of accurate sales data.


Recommended
 Solution

Maldiva Ltd. should put in place a cloud-based ERP platform with integrated CRM and BI tools (like Microsoft Dynamics 365 or SAP S/4HANA Cloud) to address these issues.



Justification Based on Business Needs, Efficiency, Cost, and Scalability
Resolving Essential Business Requirements: An ERP system unifies customer relations, finance, sales and inventory into a single central database. Stock levels are automatically updated globally in real time when a customer purchases an item in-store or online, avoiding overselling and inventory shortages
Orders placed online go straight to warehouse packing lists and financial ledgers, reducing shipping times and removing entry errors, thanks to automated system workflows that replace manual typing.
Cost-effectiveness: Instead of purchasing pricey local servers for each of the 30 store locations, Maldiva Ltd. pays a fixed monthly subscription fee by using a cloud-based platform (Software-as-a-Service). This lowers the cost of initial hardware setup and continuing IT maintenance.
Growth Scalability: Cloud platforms are easily scalable. The system manages the increased volume without requiring technical upgrades or experiencing downtime when Maldiva Ltd. opens new physical stores or experiences increased online traffic during busy shopping times.

Effects on Decision-Making, Data Management, and Operations

Data Governance and GDPR Compliance: Strict access controls, data encryption, and activity tracking are all made possible by centralizing customer files into an enterprise CRM. This guaranties adherence to GDPR Article 32 regulations and protects consumer privacy.
Using BI Tools to Make Better Decisions: Spreadsheets are replaced by automated reporting dashboards. Executive leaders have access to real-time sales trends, fast-moving product tracking, profit margin monitoring, and precise stock demand forecasting.

Implementation Plan

During the upgrade, a phased, 12-month implementation schedule reduces operational risks and maintains business operations across all 30 stores:

Phase 1: Project Setup and Process Mapping (Months 1-2): To document current workflows and map out system requirements, assemble a steering team comprising representatives from IT, store management, finance, and warehouse operations.
Phase 2: Data Cleaning and Standardization (Months 3-5): Before moving current customer, inventory, and financial records from spreadsheets and store files to the new cloud database, they must be reviewed, cleaned, and formatted.

Phase 3: Integration and Infrastructure Development (Months 6–8): Set up the core cloud platform and use secure connection points (APIs) to link the e-commerce website and all 30 physical store point-of-sale terminals. Configure security settings and user access levels.
Phase 4: Staff Training and User Testing (Months 9–10): To make sure order processing, inventory updates, and financial tracking function properly, run system tests. Organize practical training sessions for management teams, warehouse workers, and store employees.

Phase 5 (Months 11–12): Pilot Test and Complete Enterprise Rollout First, implement the new system on the website and in one physical store. Deploy the system to the remaining 29 physical store locations after testing performance and resolving any minor issues.


Training, Integration with Existing Infrastructure, and Potential Challenges

Change Management and Staff Training: Staff members may feel uneasy or resistant to moving away from well-known spreadsheets and legacy tools. In accordance with Kotter's 8-Step Change Model, Maldiva Ltd. will choose team leaders in each store to assist coworkers during the shift and conduct hands-on, role-based training sessions.

System Integration Difficulties: There may be technical inconsistencies when connecting outdated point-of-sale systems to contemporary cloud systems. Before going live, the project team will test every connection in a sandbox setting using middleware tools.
Preventing Business Downtime: To avoid store disruptions or lost customer sales, main system switchovers will be finished after regular business hours, such as overnight or on weekends with low traffic.






Conclusion

Maldiva Ltd. has strong sales growth potential, but its outdated and disconnected systems are causing significant operational problems. Relying on manual inventory tracking, static spreadsheets, isolated customer logs, and unencrypted files limits business growth and creates compliance risks.
Upgrading to a cloud-based ERP and CRM platform offers key long-term benefits:
 Real-time inventory synchronization across physical stores and the website stops stock discrepancies, overselling, and customer order refunds.
 Centralized customer tracking within an encrypted system protects customer data, meets GDPR requirements, and helps marketing and support teams deliver better service.
 Automated reporting dashboards remove manual spreadsheet tasks, providing management with clean data for fast and accurate business decisions.
 Automated cross-department communication eliminates duplicate work, reduces employee typing errors, and speeds up customer order fulfillment.
Investing in a unified cloud platform will eliminate operational bottlenecks, reduce administrative costs, ensure compliance with data protection laws, and provide Maldiva Ltd. with a reliable foundation for future growth.
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