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1. Introduction
Overview of the business case
The rapid retail expansion of Maldiva Ltd stifled by manual and disconnected systems, causing poor forecasting, stock discrepancies, and departmental challenges. In addition, the inadequate CRM (customer relationship management) and severe compliance create risks for Maldiva Ltd in managing their financial and legal practices within their business. Due to the poor management of CRM and severe compliance issues, Maldiva Ltd faced financial and legal fines and required an urgent, unified technological system to sustain its business growth. 
Identification of key challenges
Maldiva Ltd has faced key challenges such as stock discrepancies, consumer data silos, regulatory challenges, inefficient reporting, and departmental challenges. According to the case scenario, it can be stated that Maldiva Ltd faced stock misalignment between physical and online channels. According to Brandy (2023), companies lag in adopting data analytics solutions primarily due to skill shortage, budget constraints, and organisational resistance. This negatively affects the online ordering and tracking process, forcing reliance on poor storage systems, creating fragmented consumer data and hindering unified information. Maldiva Ltd.’s information system creates fragmented data that negatively impacts target marketing and efficient supply chain. On the other hand, manual spreadsheet reporting causes delays, poor forecasting, and poor security management controls, and GDPR compliance creates regulatory fines for Maldiva Ltd. The departmental silos have also been seen within Maldiva Ltd.’s business due to the unintegrated software and IT systems. These challenges occur as Maldiva Ltd. rapidly expanded its slave volume without modernising its underlying IT system. 
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Analysis of the current information systems
The present information systems of Maldiva Ltd are highly fragmented. These are highly reliant on manual spreadsheet reporting and isolated data storage, and the IT infrastructure is mismatched with its rapid business expansion. According to Schorr (2023), the TAM (technology acceptance model) is a widely recognised model in information systems that explain the acceptance of users towards a new technology. Perceived usefulness is a concept of this theory indicating the beliefs of individuals towards the technologies. Additionally, perceived ease of use is a concept of TAM that indicates an individual believes technologies would be free of effort or straightforward. As per the case of Maldive Ltd, the fragmented Information Systems (IS) breach the TAM by decreasing perceived usefulness, failing to support business expansion. The fragmented IS of Maldive Ltd also reduces Perceived Ease of Use, requiring extra mental effort to consolidate isolated spreadsheet information. 
Identification of inefficiencies and gaps
The unaddressed IT gaps by Maldive Ltd. heavily affect its entire business and operations. According to Jeleel-Ojuade (2024), outdated systems or software block the seamless flow of information across departments, reinforcing limited behaviours. It stifles collaboration between the departments and perpetuates the isolation of valuable insights. As per the case of Maldive Ltd, outdated systems cause stock misalignment and departmental silos, which hinder supply chain and target marketing. In addition, manual reporting also creates inefficiencies and gaps, creating security challenges and poor forecasting, while fragmented information leads to regulatory penalties due to compliance failures. 
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Proposal of a suitable upgraded information system
A Cloud CRM refers to a suitable new or upgraded information system for Maldive Ltd. to tackle the IT regarding issues and problems. According to Forootani et al. (2022), organisations may utilise cloud computing-based systems to successfully access, store, and use data over the cloud to enhance the efficiency of systems and reduce operational costs. It indicates that a Cloud CRM unifies fragmented data to reduce silos, enabling unified reporting and accurate forecasting. In addition, A Cloud CRM includes two features, such as data encryption and role-based access control that may secure data and restrict access (Kollu, 2026). It can ensure GDPR compliance while streamlining target marketing, supply chains, and decreasing operational costs. 
Justification for the recommendation 
The utilisation of a Cloud CRM is considered a significant strategic plan of Maldiva Ltd to tackle the operational challenges. The adoption of Cloud CRM is centralised consumer and inventory data management, helping the company to eliminate silos and misalignment between the connected departments (Thota, 2025). Advanced encryption and Role-based access control are the two significant features of Cloud CRM, ensuring compliance, reducing challenges of financial and regulatory fines while offering scalable, secure reporting. 
Justification for recommendation
Business needs and efficiency 
A unified platform directly connects disjointed departments and breaks down departmental silos, including sales, marketing, and operations. According to Thota (2025), cloud-CRM platforms imply the utilisation of secure and tenant-aware structural design that encompasses intelligence and strong isolation, governance, and compliance strategies. A cloud-CRM solution can replace spreadsheet tracking with real-time analytics, which guarantees unified inventory visibility as well as enabling precise target marketing initiatives.  These practices can ensure logical data segregation, automated compliance logging, and rigorous role-based access control. It indicates that a strong structural design can isolate governance while delivering real-time analytics governance and compliance in cloud manager services. 


Costs and Scalability 
The use of cloud CRM can eliminate costs or high expenses from an unintegrated legacy system and GDPR regulatory penalties. According to Chakravartula and Raghu (2025), Cloud CRM is considered a modern technology that decreases storage maintenance costs, improves responsiveness compared to the traditional CRM system, improves regulatory reliability, and supports decision-making. Moving to the cloud can transform high capital expenditures into predictable and manageable operational costs. On the other hand, the cloud-based CRM solution can also accommodate expanding business volumes and data loads without needing massive underlying IT infrastructure, increasing scalability and reducing extra costs for the infrastructural design and arrangements. 
Alignment with RBT (Resource-Based Theory)
The RBT (resource-based theory) indicates that an organisation’s internal resources drive its competitive advantages. According to Lubis (2022), valuable, rare, difficult to imitate, and non-substitutable are the key factors of this theory need to be followed by companies for strategic success. In this context, the Cloud CRM can resolve critical challenges such as stock misalignment and heavy regulatory penalties while exploiting opportunities for targeted marketing, which indicates the value of this transformation. In addition, few competitors combine historical consumer data of Maldiva with a centralised cloud system and customised regulatory controls, indicating that this transformation is rare for companies to implement.
This specific combination of the company relies on customised information architecture and departmental workflows can make the integrated system challenging and costly to replicate with other companies in the market. On the other hand, a bespoke cloud CRM integration with Maldiva’s online inventory and consumer data processes has an equivalent alternative in the market, such as on premise CRM, open-source CRM, and ERP Integration. According to Agbelusi et al. (2024), ERP integration enhances operational synchronisation and decreases stock outs in online systems. It can be considered a significant substitutable IS that instantly updates backend financial and supply chain data and offers a unified database across different warehouses, managing optimal stock without duplicate data entry. 


Explanation of the adopted system 
The implementation of the Cloud CRM can increase the opportunity for Maldive Ltd in resolving its operational, regulatory, and reporting challenges. The Cloud CRM can centralise consumer data, along with physical and digital inventory in real-time, automate reporting, and avoid GDPR challenges through stringent data encryption and access controls. According to Elgendy et al. (2022), decision theory refers to a study of the key actions adopted by organisations to make choices under uncertainty. The key factors of decision theory include decision makers, available alternatives, uncertain states of nature, and preferences according to expected utility. The transition of Maldive Ltd, such as the utilisation of Cloud CRM, can meet key principles of decision theory by developing operations, data management, and decision-making. The adoption of the Cloud CRM indicates the leaders of the company can work as decision-makers and prefer the development of the IT system to improve business operations. The preference of the leaders of Maldive Ltd can maximise the expected utility, such as profits, regulatory compliance, and consumer satisfaction. According to Veeravalli et al. (2024), Cloud CRM develops business operations by centralising consumer data, which enables real-time access from any device. It can automate repetitive tasks, streamline sales workflows, and enable team collaboration between the different departments of the company. 
The adoption of Cloud CRM with key features like role-based access control and encryption indicates the alternative action would be taken by Maldive Ltd to control the data management system. It can restrict access to authorised personnel through role-based controls and secure sensitive consumer data utilising robust data encryption. In an unpredictable market with fluctuating consumer demand, the cloud CRM can use real-time data analytics to transform unknown challenges into quantified probabilities. According to Parnell et al. (2025), decision-making is a process of addressing an issue, collecting data, evaluating alternatives, choosing the best option, taking actions, and reviewing results. The adoption of Cloud CRM can centralise data, unify consumer profiles, and eliminate departmental silos. The key features such as encryption and role-based access control may protect sensitive details, enabling real-time forecasting and target marketing, which optimises inventory to develop inventory. 
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Steps for implementing the new system
Maldiva Ltd needs to resolve inventory, data, and compliance issues through adopting a phased Cloud-based CRM, featuring encryption and role-based data access control. 
Discovery and design 
Discovery and design is the initiation step that needs to be managed by Maldive Ltd in mapping the workflows as well as setting integration goals. 
Data migration and integration 
Data migration refers to the one-time transfer of historical data to new software or technology, while data integration unifies active sources (Mohammed et al. 2022). This stage can help the company to cleanse legacy information, break silos, and synchronise physical and digital stock. 
Security configuration 
During this stage, Maldive Ltd can set up data encryption and role-based access controls, targeting to meet the GDPR standards. 
Testing and tracking 
Testing and tracking is a significant stage that also needs to be arranged by Maldive Ltd in verifying the Cloud CRM before launch and use in future properly. 
Training and rollout 
After verifying the system and its features, Maldive Ltd needs to offer role-based training to combat resistance and ensure user adoption. 


Consideration of training, integration with existing infrastructure, and potential challenges
Consideration of training
The workers of Maldive Ltd need to gain knowledge regarding the methods and techniques to utilise the New Cloud CRM software within the business. Based on the statements of Khemraj et al. (2023), employee training must be considered significant for building employee competences, enhancing productivity, increasing competitive advantage, and sustainability. In the present market, several companies face skill gaps, whereas Maldive Ltd requires hands-on training. The employees will learn the key initiatives and methods to safely utilise role-based access and handle consumer information. Proper training may assist workers in feeling confident and prevent resistance to team collaboration. 
Integration with existing infrastructure 
Maldive Ltd can connect the cloud-based CRM with older, unintegrated IT systems, which is vital and poses challenges for the employees. The cloud-based CRM needs to properly synchronize with both online and physical store records. These can help in bridging the data silos as well as align inventory, indicating that the supply chain may run successfully and stock numbers match accurately. 
Potential challenges 
A key challenge is the effort and cost of moving information without causing business delays. In addition, the workers of Maldive Ltd may be hesitant to modernise their old reporting, spreadsheet, and IT management habits. The workers may also be hesitant to adopt the new software due to a lack of knowledge and skills, negatively affecting the overall implementation process. IT security and privacy challenges are the two essential concerns that would be faced by the Maldive Ltd. This may restrict the employees of the company from strictly following the GDPR Act in order to prevent future regulatory challenges and heavy fines. 
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Summary of key points and expected benefits
In conclusion, it can be stated that Maldive Ltd faced unintegrated systems, which resulted in inventory mismatches, reporting challenges, siloed information, and GDPR fines. Maldive Ltd would adopt the adoption of a Cloud-based CRM software featuring data encryption and role-based access control in addressing the challenges without modernising underlying infrastructure. Maldive Ltd would achieve the key benefits, such as enhancing security and unified operations, through using the Cloud-based CRM. It can help in protecting consumer data and supporting better target marketing and supply chain efficiency. 
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