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Maldiva Ltd. is a fast-growing consumer electronics retailer with 30 physical stores and an e-commerce platform. Although sales have increased significantly, its information systems have not developed at the same pace. As a result, the company faces operational, customer service, and compliance challenges that limit efficient expansion.
Information systems support business performance by collecting, processing, storing, and distributing information for decision-making, coordination, control, analysis, and visualisation (Laudon and Laudon, 2012). This is important for Maldiva Ltd., where accurate stock data, customer records, sales reports, and secure information sharing are essential for daily operations and strategic planning.
The main challenge is the use of manual and disconnected systems across key departments. The inventory system causes stock discrepancies between stores and online orders, leading to cancellations, complaints, refunds, and financial losses. Customer relationship management is also weak because customer data is spread across separate systems, making it difficult to track purchase history, resolve complaints, or create personalised promotions. Management also relies on manually prepared spreadsheet reports, which are often outdated or inaccurate, slowing decision-making and reducing forecasting accuracy.
Maldiva Ltd. also faces data protection and cybersecurity risks. Weak access controls increase the possibility of unauthorised access to customer data, which could cause reputational damage and GDPR non-compliance. Therefore, this proposal recommends an integrated modern information system supported by enterprise resource planning, customer relationship management, business intelligence, and stronger information governance. The aim is to improve efficiency, data accuracy, decision-making, customer satisfaction, and long-term scalability.
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Maldiva Ltd.’s information systems are unsuitable for the size and complexity of the business. Despite operating 30 stores and an e-commerce platform, the company relies on manual, disconnected systems for inventory, customer records, reporting, and data handling. The root causes are fragmented systems, poor integration, manual processes, weak access controls, and limited real-time reporting. Effective information systems should collect, process, store, and share accurate information to improve operations and decision-making (Stair and Reynolds, 2020).
Manual inventory tracking creates stock discrepancies between stores and online orders. Customers may order unavailable products, causing complaints, refunds, lost sales, and fulfilment delays. Managers also struggle to identify overstocked or understocked products, increasing costs and cash-flow pressure.
The company also lacks an integrated CRM system. Customer data is stored separately, preventing a complete customer view. Marketing cannot easily analyse purchase history or personalise promotions, while support staff may lack accurate order records. This limits loyalty, service quality, and repeat sales.
Reporting is inefficient because sales reports are prepared manually in spreadsheets, increasing errors and delays. Managers lack timely visibility of sales trends, demand, stock performance, and store comparisons, weakening forecasting and resource allocation. Business intelligence systems can analyse data, identify trends, and support better decisions (Sharda, Delen and Turban, 2018).
Data protection is another concern. Weak access controls increase the risk of unauthorised access, misuse, GDPR non-compliance, financial penalties, reputational harm, and reduced customer confidence.
Poor departmental integration also creates inefficiency. Sales, finance, inventory, marketing, and customer service use separate systems, requiring manual data transfers that waste time and increase errors. ERP systems address this by integrating functions through shared data and processes (Monk and Wagner, 2013). Maldiva Ltd.’s current approach creates data silos, duplicated work, inconsistent records, and slow communication.
Overall, these issues reduce efficiency, weaken customer satisfaction and decision-making, and increase compliance risks. Maldiva Ltd. therefore requires a modern integrated information system to automate operations, centralise records, improve data governance, and support evidence-based decisions.
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Maldiva Ltd. should adopt a cloud-based Enterprise Resource Planning system integrated with Customer Relationship Management and Business Intelligence modules. The recommended toolset is Microsoft Dynamics 365 Business Central for ERP, Microsoft Dynamics 365 Sales for CRM, and Microsoft Power BI. These applications work together, reducing disconnected data across stores, e-commerce, inventory, finance, and customer service.
This approach is more suitable than continuing with separate applications because Maldiva Ltd.’s problems are interconnected. Poor inventory accuracy affects online orders, finance, reporting, customer service, and customer satisfaction. Improving only one department would not solve the wider problem of fragmented information. Separate inventory, CRM, and BI applications may offer strong specialist functions, but they could preserve data silos and create integration costs. An integrated ERP-based solution instead provides a shared source of business data.
A custom-built system could match Maldiva Ltd.’s exact processes, but development, testing, maintenance, and upgrades would require significant investment. A cloud-based ERP platform is more realistic because it provides tested modules, vendor support, regular updates, and capacity to add users or stores as the company expands. Excessive customisation should be avoided because it can increase costs, delay implementation, and complicate upgrades.
Cost should be assessed through total cost of ownership rather than the initial subscription price. Maldiva Ltd. must consider licences, configuration, data migration, integration with point-of-sale and e-commerce systems, training, and ongoing support. Temporary productivity losses may also occur during training. However, cloud delivery could reduce expenditure on servers, internal maintenance, and hardware upgrades. Using applications within the same Microsoft environment may also lower integration and support costs compared with connecting unrelated platforms.
ERP should form the core of the solution because it connects business processes through shared databases and standardised workflows (Davenport, 1998). Microsoft Dynamics 365 Business Central could update stock records automatically when products are sold, returned, transferred, or received. This would reduce unavailable online orders, refunds, manual reconciliation, fulfilment delays, and excess stockholding. However, ERP will only be effective if the information entered is accurate, so records must be cleaned before migration.
Walmart demonstrates how integrated inventory technology can improve stock visibility and replenishment (Wired, 2003). However, Walmart’s scale and budget are much greater than Maldiva Ltd.’s. The relevant lesson is to adopt proportionate tools, such as barcode scanning, automated stock updates, and ERP-linked point-of-sale systems.
Microsoft Dynamics 365 Sales could combine purchase histories, complaints, preferences, and marketing activity into a single customer view. This would improve complaint handling and targeted promotions, potentially increasing repeat sales. However, centralising customer data creates privacy and cybersecurity risks, so access should be restricted by role.
Power BI should replace spreadsheet reporting with dashboards showing sales, refunds, stock levels, online orders, and store performance. Business intelligence converts data into useful insights for decision-making (Chen, Chiang and Storey, 2012). Faster reporting could support better purchasing, forecasting, and stock-transfer decisions, although BI depends on accurate data and managers who can interpret indicators correctly.
Overall, the platform provides a suitable balance of integration, efficiency, scalability, and long-term cost control. Hershey’s ERP project shows that rushed implementation can disrupt operations and increase costs (Davenport, 1998; Pemeco, 2019). Maldiva Ltd. should introduce inventory and order management first, followed by CRM and BI after testing and training
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The ERP, CRM and BI systems should be introduced through a phased implementation rather than a single launch. This is appropriate because Maldiva Ltd. operates 30 stores and an e-commerce platform, so a system failure could disrupt sales, inventory, payments, reporting and customer service. Table 1 summarises the phases, responsibilities, risks and success measures.
Table 1: Phased implementation roadmap
	Phase
	Main activities
	Responsibility
	Main risk and response
	Success measure

	1. Governance
	Appoint a sponsor and project team; agree scope, budget and objectives
	CEO, IT manager and department heads
	Unclear ownership; define responsibilities
	Approved project plan

	2. Requirements
	Review processes and identify ERP, CRM, BI and security needs
	Project team and users
	Automating poor processes; redesign first
	Agreed requirements

	3. Vendor selection
	Compare systems by cost, scalability, security and integration
	IT, finance and procurement
	Choosing on price alone; assess total ownership cost
	Suitable vendor selected

	4. Migration and integration
	Clean data and connect POS, e-commerce, payments, ERP, CRM and BI
	IT team and vendor
	Inaccurate data; validate and test
	Accurate data transfer

	5. Pilot testing
	Test in selected stores and the online-order team
	IT, vendor and pilot users
	Disruption; use rollback procedures
	No critical failures

	6. Training and rollout
	Deliver role-based training and roll out in store groups
	Managers, trainers and system champions
	Resistance or errors; provide support
	High adoption

	7. Evaluation
	Monitor operational and system performance
	Senior management and department heads
	Benefits not achieved; review the system
	Improved performance



The first step is to establish leadership and project governance. Maldiva Ltd. should appoint a senior project sponsor, such as the CEO or Operations Director, to provide strategic direction. A Chief Information Officer or IT manager should lead the technical work, while managers from inventory, sales, finance, marketing, and customer service should contribute to decisions. A compliance lead should also oversee GDPR and customer data security from the beginning.
The second step is requirements analysis and process review. The project team should identify needs such as real-time stock updates, online order integration, customer data management, automated reporting, BI dashboards, and secure access controls. Existing processes should be reviewed first, as digitising inefficient manual procedures would limit the benefits. Objectives, budgets, timelines, responsibilities, and success measures should also be agreed. Effective project management is important because information system projects can fail when scope, resources, risks, and stakeholder expectations are poorly controlled (Project Management Institute, 2021).
The third step is vendor selection and system design. Maldiva Ltd. should compare cloud-based systems by cost, scalability, usability, security, support, and compatibility with its e-commerce platform. Suitable options include Microsoft Dynamics 365, Oracle NetSuite, SAP Business One, Salesforce, HubSpot CRM, Power BI, Tableau, and Qlik Sense. An integrated platform, such as Microsoft Dynamics 365 Business Central with Dynamics 365 Sales and Power BI, may reduce complexity by allowing easier data sharing across ERP, CRM, and BI functions. The selected systems should be configurable rather than heavily customised, as excessive customisation can increase cost, delay implementation, and complicate upgrades.
The fourth step is data migration and integration. Customer records, product details, supplier information, sales histories, employee access records, and financial data should be cleaned and checked before transfer. The ERP system should then be integrated with the e-commerce website, payment systems, point-of-sale systems, CRM platform, and BI software. Testing must confirm that stock levels, orders, customer records, payments, and reports are accurate before launch.
The fifth step is pilot testing. Maldiva Ltd. should test the systems in two or three stores and within the online order management team before full rollout. This would identify technical problems, training needs, integration failures, and process issues early. Feedback from staff, customer service, finance teams, and managers should guide improvements. Involving employees can also reduce resistance because staff are more likely to accept a system when they contribute to its development.
The sixth step is training and change management. Store staff should learn stock updates, deliveries, returns, and order processing; marketing and customer service teams should learn CRM functions; finance staff should cover reporting and controls; and managers should learn BI dashboards. Training could include classroom sessions, online tutorials, practical exercises, user guides, and “system champions” in each store. Kotter (1996) argues that successful change requires strong leadership, clear communication, and employee involvement.
The final steps are full rollout and continuous evaluation. After a successful pilot, the systems should be introduced in stages, such as groups of five stores, with technical support available. Maldiva Ltd. should monitor stock accuracy, order fulfilment speed, customer complaints, refund rates, reporting time, sales performance, and staff adoption. Continuous evaluation will help the company improve the systems and support future growth.
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Maldiva Ltd. is a growing consumer electronics retailer, but its current information systems are no longer suitable for the scale and complexity of its operations. Manual inventory tracking, disconnected customer records, spreadsheet-based reporting, weak data controls, and poor departmental integration are causing inefficiencies, reducing customer satisfaction, and increasing risks around decision-making, financial losses, and data protection compliance.
This proposal has recommended a cloud-based ERP system supported by CRM and BI modules. The ERP system would improve inventory accuracy, order fulfilment, finance integration, and departmental communication. The CRM module would help manage customer data, support personalised marketing, and improve complaint handling. The BI module would provide real-time dashboards and reporting tools for faster, more accurate decisions. Strong access controls, data governance, and security features would also help protect customer information and improve GDPR compliance.
However, success depends on careful implementation. Maldiva Ltd. should avoid introducing the system too quickly or without proper testing. A phased approach, supported by senior leadership, department managers, IT specialists, end users, training, and change management, would reduce disruption and increase staff acceptance. Pilot testing, data cleansing, system integration, and continuous evaluation should ensure the system delivers expected benefits.
Overall, the recommended information system would help Maldiva Ltd. move from fragmented manual processes towards a more integrated, data-driven, and secure way of working. By improving stock visibility, customer relationship management, reporting accuracy, and organisational coordination, the company would be better positioned to increase efficiency, enhance customer satisfaction, reduce operational risk, and support future growth.
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