



Introduction
Maldiva Ltd. is a fast growing consumer electronics retailer operating through 30 physical stores alongside an expanding e-commerce platform. Although sales have increased significantly over the past year, the company’s outdated information systems have created several operational challenges that threaten future growth. As customer demand continues to rise, existing manual processes and disconnected software systems are no longer capable of supporting efficient business operations.
The organisation currently experiences inaccurate inventory records, broken customer information, slow reporting processes, poor communication between departments and weaknesses in data security. These issues reduce operational efficiency, increase costs and negatively affect customer satisfaction. For example, customers frequently purchase products online that are later found to be unavailable due to inaccurate stock information, resulting in cancelled orders, refunds which damage the reputation.
Also, management lacks access to reliable real-time information for strategic decision-making because sales reports are manually created using spreadsheets. Customer relationship management is equally ineffective due to customer information being stored across multiple independent systems. The company also faces increasing risks relating to data protection legislation such as the General Data Protection Regulation (GDPR), exposing the business to potential legal penalties and cyber security threats.
This report evaluates Maldiva Ltd.’s current information systems and identifies the operational weaknesses affecting business performance. It recommends implementing an integrated Enterprise Resource Planning (ERP) system combined with a Customer Relationship Management (CRM) platform and Business Intelligence (BI) tools. The report also outlines an implementation strategy demonstrating how these technologies will improve efficiency, support decision-making, strengthen data security and enable future business growth.

Evaluation of Existing Systems 
Maldiva Ltd.’s current information systems rely heavily on manual processes and disconnected software applications. While these systems may have supported the business during its early stages, they are no longer suitable for an expanding multi-channel business. The lack of integration prevents departments from sharing accurate information, leading to duplication of work and operational inefficiencies.
One of the most significant weaknesses the business faces is the manual inventory management system. Inventory records are updated separately across physical stores and the online platform, creating discrepancies between actual stock levels and recorded inventory. This frequently results in customers purchasing products online that are unavailable, causing cancelled orders, customer complaints and refund requests. Inventory inaccuracies also contribute to excess stock in some stores while other locations experience shortages, increasing storage costs and reducing profitability.

Customer relationship management is another major weakness. Customer data is dispersed across multiple databases that cannot communicate with each other. Consequently, employees cannot access complete customer purchase histories or previous interactions. This limits the company’s ability to personalise marketing campaigns and reduces customer service quality because support staff lack sufficient information to resolve complaints efficiently. Research suggests that integrated CRM systems significantly improve customer retention by enabling organisations to better understand customer behaviour (Buttle & Maklan, 2019).
Decision-making is similarly affected by outdated reporting processes. Sales reports are manually compiled using spreadsheets, making them time-consuming and vulnerable to human error. Managers are therefore unable to access real-time business intelligence, reducing their ability to forecast demand, identify emerging trends and respond quickly to market changes. Effective decision-making increasingly depends on accurate, timely and integrated organisational data (Laudon & Laudon, 2022).
Data security presents another critical concern. The current systems lack adequate access controls, creating vulnerabilities that may allow unauthorised users to access confidential customer information. In addition, fragmented databases make compliance with GDPR requirements more difficult, increasing the risk of regulatory penalties and reputational damage. Organisations processing customer information must implement appropriate technical and organisational measures to protect personal data (European Union, 2016).
Finally, poor system integration significantly reduces operational efficiency. Sales, finance and inventory departments each use separate applications that do not exchange information automatically. Employees must manually transfer data between systems, increasing administrative workload and introducing opportunities for data entry errors. This fragmentation delays decision-making and prevents the organisation from operating as a coordinated business.
Overall, Maldiva Ltd.‘s existing information systems no longer support the company’s objectives. Modern integrated solutions are required to improve efficiency, customer satisfaction and organisational performance.

Recommended Solutions and Implementation Plan for Maldiva Ltd.
To overcome its current operational challenges, Maldiva Ltd. should invest in a modern information systems that improve efficiency, increase customer satisfaction and support future business growth. The company’s rapid expansion has exposed weaknesses in its existing systems, particularly in inventory management and customer relationship management. Introducing integrated digital solutions would enable the business to streamline operations, reduce costly errors and make better-informed business decisions.
One of the most important recommendations is the implementation of an Enterprise Resource Planning (ERP) system. An ERP system integrates different business functions, including inventory management, purchasing, finance, sales and logistics, into one central platform. At present, Maldiva Ltd. relies on manual inventory tracking, which has resulted in inaccurate stock records and frequent discrepancies between physical stores and its online platform. By adopting an ERP system, stock levels would automatically update whenever products are bought, returned or transferred between locations. This would provide employees with accurate, real-time information, helping to prevent customers from purchasing items that are no longer available. The system would also improve stock forecasting, reduce excess inventory and minimise the financial losses associated with overstocking or stock shortages.
A second recommendation is the introduction of a Customer Relationship Management (CRM) system. Currently, customer information is stored across several disconnected systems, making it difficult for staff to access complete customer records or understand purchasing behaviour. A centralised CRM system would bring all customer data together into a single database, allowing employees to view purchase history, previous enquiries and customer preferences regardless of whether purchases were made online or in-store. This would enable the marketing department to create more personalised campaigns based on customer interests and buying habits. Improved customer service and targeted marketing can strengthen customer loyalty, encourage repeat purchases and increase overall revenue.
Another way of improvement would be to fully integrate the company’s e-commerce platform with its physical stores. Customers increasingly expect a seamless shopping experience regardless of how they choose to shop. Linking online and in-store systems would ensure that inventory is updated immediately whenever a sale is completed. Customers would be able to see accurate product availability before placing an order, while services such as click-and-collect and reserve online would become easier to manage. This integration would reduce cancelled orders, improve order fulfilment and enhance customer confidence in the business.
Maldiva Ltd. should also replace its manual stock checking processes by introducing barcode scanners or Radio Frequency Identification (RFID) technology. These technologies allow products to be identified and tracked automatically throughout the supply chain. Barcode scanners are relatively inexpensive and improve stock accuracy by reducing human error during stock counts. RFID technology offers additional advantages because products can be scanned without direct contact, making inventory checks much faster. Accurate inventory records help managers make better purchasing decisions while reducing losses caused by misplaced stock or theft.
The business would also benefit from implementing Business Intelligence (BI) and data analytics tools. Modern organisations generate large amounts of data every day, but this information is only valuable if it can be analysed effectively. Business Intelligence software can produce interactive dashboards and reports that help managers monitor sales performance, identify popular products and forecast future demand. These insights enable senior management to make evidence-based decisions regarding pricing, purchasing and promotional activities. As a result, Maldiva Ltd. would be able to respond more quickly to changing market conditions while improving operational efficiency and profitability.
And As the company becomes increasingly dependent on digital systems, strengthening cybersecurity should also be considered a priority. Centralising customer information increases the importance of protecting sensitive personal data from cyber threats. Maldiva Ltd. should implement security measures such as multi-factor authentication, data encryption, secure firewalls and regular software updates. Staff should also receive cybersecurity awareness training to reduce the risk of phishing attacks or accidental data breaches. Regular backups and disaster recovery plans would help ensure business continuity if systems were compromised. These measures would support compliance with UK data protection legislation while maintaining customer trust.
Finally, successful implementation of new technology depends on effective staff training and change management. Employees should receive thorough training before the new systems are introduced so they understand how to use them confidently and efficiently. Ongoing technical support, clear communication and opportunities for staff feedback will reduce resistance to change and encourage user acceptance. Investing in employee development will maximise the benefits of the new systems and ensure that Maldiva Ltd. achieves a smooth transition to more modern ways of working.
Overall, these recommendations would allow Maldiva Ltd. to modernise its information systems and resolve many of the operational problems currently affecting the business. An integrated ERP system, centralised CRM, improved system integration, automated inventory technologies, Business Intelligence software, stronger cybersecurity and effective staff training would work together to improve operational efficiency, enhance customer satisfaction and support long-term growth. By investing in these digital solutions, the company would be better positioned to compete in the rapid change consumer electronics market while providing a more reliable and efficient service to its customers.

Conclusion
This report has examined the operational challenges currently facing Maldiva Ltd. and demonstrated how modern information systems can support the organisation in achieving greater efficiency, improved customer satisfaction and sustainable business growth. Although the company has experienced significant commercial success, its continued reliance on outdated systems has created several operational problems that are limiting its ability to meet customer expectations and compete effectively within the consumer electronics retail sector. Issues such as inaccurate inventory records, disconnected customer information and inefficient business processes highlight the importance of investing in integrated digital technologies.
The analysis has shown that implementing an Enterprise Resource Planning (ERP) system would provide a central platform for managing inventory, purchasing, finance and sales, allowing real-time visibility of stock levels across both physical stores and the e-commerce platform. Alongside this, introducing a Customer Relationship Management (CRM) system would enable the business to build stronger relationships with customers through improved data management and more personalised communication. The integration of these systems would create a more connected organisation where information is accurate, accessible and shared efficiently between departments.
In addition, the report has identified the value of technologies such as barcode scanning or RFID, cloud computing and Business Intelligence tools in improving operational performance. These solutions would not only reduce manual errors and improve decision-making but also provide the flexibility needed to support future expansion. Strong cybersecurity measures and effective staff training have also been recognised as essential components of successful digital transformation, ensuring that new systems remain secure while employees have the knowledge and confidence to use them effectively. Beyond improving day-to-day operations, these recommendations also contribute to the 
organisation’s long-term strategic objectives. Better information management enables faster decision-making, more efficient use of resources and improved customer experiences, all of which are essential for maintaining competitiveness in an increasingly digital retail environment. Modern information systems also provide the scalability required for continued business growth, allowing Maldiva Ltd. to respond more effectively to changing customer demands and market conditions.
In conclusion, investing in integrated information systems represents a strategic opportunity rather than simply a technological upgrade. By replacing outdated processes with connected, data-driven solutions, Maldiva Ltd. can improve operational efficiency, strengthen customer relationships and support informed managerial decision-making. These improvements will position the company to overcome its current challenges while creating a strong foundation for future innovation, resilience and sustainable success in a highly competitive marketplace
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