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1. Introduction
Maldiva Ltd is a growing consumer electronics retailer operating 30 physical stores alongside an e-commerce platform. Although the company has expanded successfully, its information systems have not developed at the same pace. As a result, the organisation faces several operational challenges that reduce efficiency, customer satisfaction, and overall business performance.
One of the main issues is the company’s reliance on a manual inventory management system, which creates stock discrepancies between physical stores and the online platform. This often leads to cancelled orders, delayed deliveries, and dissatisfied customers. Customer information is also stored across separate systems, making it difficult for employees to access complete records and provide personalised service. The company’s spreadsheet-based reporting delays decision-making and increases the risk of inaccurate information, while weak data security and poor system integration expose the organisation to cybersecurity risks and potential breaches of the General Data Protection Regulation (GDPR).
The purpose of this report is to critically evaluate Maldiva Ltd's current information systems and identify the factors affecting business performance. The report recommends an integrated Enterprise Resource Planning (ERP) system with Customer Relationship Management (CRM) and Business Intelligence (BI) capabilities because information systems can improve organisational coordination, data quality, and management decision-making (Laudon and Laudon, 2022; Stair and Reynolds, 2021). It also presents an implementation plan to improve operational efficiency, strengthen security, support better decision-making, and enable sustainable business growth.

2. Objectives of the Report
The objectives of this report are to:
· Critically evaluate Maldiva Ltd's current information systems.
· Identify the operational challenges affecting business performance.
· Recommend an integrated ERP solution to improve efficiency.
· Present an implementation plan that supports long-term business growth.

3. Evaluation of Existing Information Systems
Maldiva Ltd’s current information systems are outdated and no longer support a growing retail business. They create five connected weaknesses: inaccurate inventory records, fragmented customer data, slow reporting, security risks, and poor departmental integration.
3.1 Inventory Management System
Maldiva Ltd relies on a manual inventory system, causing differences between actual stock and products shown online. This leads to cancelled orders, refunds and customer dissatisfaction. Although inexpensive, manual systems become inefficient as retailers expand. Real-time inventory systems improve stock accuracy and customer service (Laudon and Laudon, 2022), while the current approach increases overstocking, understocking and lost sales.
3.2 Customer Relationship Management (CRM)
Customer information is stored across separate systems, preventing staff from accessing complete records such as purchase histories, previous interactions and service details. This weakens customer service and slows enquiry resolution.
Fragmented data also limits personalised marketing because customer behaviour cannot be analysed accurately. An integrated CRM would provide a single customer database, improving communication, retention and service quality (Stair and Reynolds, 2021).
3.3 Reporting and Decision-Making
Managers currently use manually prepared spreadsheets to monitor performance. Although useful for basic analysis, spreadsheets are time-consuming, prone to error and unable to provide real-time information.
This delays decision-making and reduces the company’s ability to respond quickly to market changes. BI systems provide automated reports and dashboards, supporting faster evidence-based decisions and improved organisational performance (Turban, Pollard and Wood, 2021).
3.4 Data Security and GDPR Compliance
Weak access controls increase the risk of unauthorised access to customer information, exposing Maldiva Ltd to cybersecurity threats, GDPR breaches, financial penalties and reputational damage.
Modern systems provide stronger protection through encryption, multi-factor authentication and role-based access. These controls support recognised security-management principles and help protect personal data (ISO, 2022; Information Commissioner’s Office, 2026).
3.5 System Integration
The company’s departments use separate systems that do not communicate effectively, forcing employees to transfer data manually. This creates duplication, errors and delays.
An integrated information system would allow departments to share data automatically, reducing administrative work and improving business processes (O’Brien and Marakas, 2020).
3.6 Overall Evaluation
Overall, Maldiva Ltd’s systems create inefficiency, higher costs and weaker customer service because departments lack a single source of accurate, timely data. An integrated ERP system is therefore the most appropriate solution.

4. Recommended Information System Solution
Based on the evaluation, this report recommends Microsoft Dynamics 365 Business Central, an integrated ERP system with relationship-management features and the option to connect with Microsoft Dynamics 365 Sales for advanced CRM. ERP systems improve organisational integration by connecting business functions through shared data and coordinated processes (Monk and Wagner, 2022).
Business Central would replace Maldiva Ltd’s disconnected systems with one central source of real-time data for sales, finance, inventory, marketing and customer service. This would reduce duplication, improve communication and support more efficient business processes, reflecting recognised ERP benefits and Microsoft Business Central documentation (Monk and Wagner, 2022; Microsoft, 2026).
This suitability is particularly important for Maldiva Ltd because the company operates both physical stores and an online platform. A shared ERP environment would help the organisation manage multichannel retail operations more effectively by giving managers a clearer view of stock movement, customer demand and financial performance across all locations. This would support better coordination between stores, the warehouse, the e-commerce function and head office.
For inventory management, sales made online or in-store would automatically update stock levels, helping to reduce discrepancies, cancelled orders and overstocking.
For customer management, Business Central would centralise customer and contact records so employees can access purchase histories, interactions and sales information more efficiently. If Maldiva Ltd requires more advanced CRM functions, Dynamics 365 Sales could support lead management, opportunity tracking and structured customer engagement.
BI dashboards would replace manual spreadsheets with real-time sales, inventory and financial reports, enabling faster evidence-based decisions (Turban, Pollard and Wood, 2021). Security would also improve through encryption, multi-factor authentication, role-based access and automated backups, supporting GDPR compliance.
However, the recommendation should be evaluated critically. Business Central would not automatically solve every organisational problem. Maldiva Ltd would still need accurate data migration, clear user permissions, staff training and strong internal procedures. Without these controls, the company could continue to experience poor data quality or low employee adoption even after investing in new technology.
Adoption should be managed using the Technology Acceptance Model, which highlights perceived usefulness and perceived ease of use as key factors in technology acceptance (Davis, 1989). Maldiva Ltd should therefore show employees how the system reduces workload and provide practical training.
Although SAP Business One and Oracle NetSuite offer similar functionality, Business Central is recommended because it integrates well with Microsoft Office, is scalable and is suitable for a medium-sized retail organisation. SAP Business One may provide strong enterprise functionality, but it could require more specialist configuration and training. Oracle NetSuite is also a strong cloud-based option, but its cost and implementation complexity may be less suitable for Maldiva Ltd at its current scale. Business Central therefore offers a balanced option because it combines integration, usability and growth potential.
[bookmark: _Toc237887207]4.1 Total Cost of Ownership (TCO) Model
The Total Cost of Ownership (TCO) model allows Maldiva Ltd to evaluate the full cost of the proposed ERP system rather than focusing only on the initial purchase or subscription price. This is important because ERP implementation involves direct, indirect and ongoing costs, including system configuration, data migration, training, support and future upgrades.
	TCO cost category
	Description for Maldiva Ltd
	Business impact

	Software subscription
	Ongoing licence or subscription payments for Microsoft Dynamics 365 Business Central and related services.
	Creates a predictable operating cost but requires long-term budgeting.

	System configuration
	Adapting workflows, inventory processes, reporting dashboards and user permissions to match Maldiva Ltd’s operations.
	Improves fit with business needs but increases initial implementation cost.

	Data migration
	Cleaning, validating and transferring inventory, customer, supplier and financial data from existing systems.
	Reduces errors and improves data quality, but poor migration could disrupt operations.

	Training and change management
	Training employees, producing user guidance and supporting staff during the transition.
	Improves adoption and reduces resistance, supporting TAM factors such as perceived ease of use.

	Integration costs
	Connecting the ERP with the e-commerce platform, finance processes, CRM functions and BI dashboards.
	Improves efficiency and reduces duplication but requires careful testing.

	Support and maintenance
	Ongoing technical support, updates, troubleshooting and system monitoring.
	Maintains reliability and security after implementation.

	Future upgrades
	Additional modules, system improvements or expanded functionality as Maldiva Ltd grows.
	Supports scalability but should be included in long-term financial planning.



Table 1: Total Cost of Ownership model for the proposed ERP system. The model highlights the main costs Maldiva Ltd should consider when assessing the financial feasibility of Microsoft Dynamics 365 Business Central.

5. Implementation Plan
Successful implementation requires careful planning to ensure that the new ERP system meets Maldiva Ltd’s operational needs and is adopted effectively by employees. ERP projects require attention to business processes, data quality, training, and organisational change rather than technology alone (Monk and Wagner, 2022; Davis, 1989).
5.1 Planning
Maldiva Ltd should identify business requirements, define project objectives, allocate budgets, and involve stakeholders from all departments.
5.2 System Configuration and Data Migration
Maldiva Ltd should configure the ERP system to meet its business requirements and migrate existing inventory, financial, supplier, and customer data after validation and testing.
5.3 Employee Training
Maldiva Ltd should provide training workshops, user manuals, and technical support to help employees adapt to the new system and reduce resistance to change. This is important because the original Technology Acceptance Model explains that employees are more likely to accept a system when they believe it is useful and easy to use (Davis, 1989).
5.4 Pilot Testing
Implement the system initially in a small number of stores to identify technical issues before rolling it out across all locations.
5.5 Monitoring
Monitor system performance using Key Performance Indicators (KPIs), including inventory accuracy, customer satisfaction, reporting speed, and sales performance. Continuous monitoring is important because information systems should be assessed according to how effectively they improve business processes and management decision-making (Laudon and Laudon, 2022; Stair and Reynolds, 2021).
5.6 Risks and Mitigation
Potential risks include employee resistance, implementation costs, and data migration errors. These risks can be managed through effective communication, staff training, phased implementation, regular monitoring, and comprehensive data testing before deployment.

6. Conclusion
Maldiva Ltd's existing information systems no longer support the needs of a growing retail organisation. Manual inventory management, fragmented CRM, spreadsheet reporting, weak cybersecurity, and poor integration reduce operational efficiency and customer satisfaction while increasing organisational risk.
This report recommends implementing Microsoft Dynamics 365 Business Central to integrate inventory management, reporting, finance, security, and core customer relationship data within one platform, with the option to integrate Dynamics 365 Sales for more advanced CRM functions. Although implementation requires investment and organisational change, the long-term benefits include improved operational efficiency, stronger decision-making, better customer service, enhanced GDPR compliance, and sustainable business growth (Microsoft, 2026; ISO, 2022; Information Commissioner’s Office, 2026).
With a phased implementation strategy supported by employee training and effective project management, Maldiva Ltd can modernise its information systems and strengthen its competitive position in the consumer electronics retail market. The proposed ERP system would create a stronger digital foundation by improving stock visibility, reducing manual administration, enabling faster management decisions, and delivering more consistent customer service across both stores and the online platform. Overall, ERP adoption should be viewed not simply as a technical upgrade, but as a strategic investment in efficiency, compliance, customer satisfaction, and long-term business growth.
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