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Introduction
Maldiva Ltd. is a growing retailer in the consumer electronics sector , with a network of 30 physical outlets as well as online sales platform. Despite a considerable increase in sales during the previous year, the company’s current information systems have not developed sufficiently to support its continued expansion. This has created several operational difficulties, reducing service quality, staff efficiency and the overall effectiveness of the business.   Effective information systems are essential for organisations seeking to improve operational efficiency and maintain a competitive advantage in dynamic business environments (Laudon and Laudon, 2024).

A key issue currently faced by the company is its reliance on an obsolete, manually operated system for managing inventory, which causes discrepancies between stock records in physical stores and the online platform. These inaccuracies frequently result in cancelled orders, delayed deliveries, and dissatisfied customers. In addition, customer data is distributed among multiple systems that are not integrated with one another, creating difficulties manage customer relationships, personalise marketing campaigns, and provide efficient customer support. Management also relies on manually prepared spreadsheets for reporting, limiting access to accurate real-time information and reducing the quality of strategic decision-making (Stair and Reynolds, 2023).

The organisation also faces increasing compliance and security concerns. Weak access controls and fragmented data management increase the possibility of customer data being accessed without appropriate permission and make it more difficult for the company to meet GDPR requirements. Furthermore, key business functions, including sales, finance, stock management and customer support, currently operate without sufficient system integration. This results in repeated tasks, inefficient communication and additional operating costs.. Integrated enterprise systems can significantly improve coordination across departments while enhancing data security and regulatory compliance (Monk and Wagner, 2022).

The purpose of this report is to assess the information systems currently used by Maldiva Ltd. and examine the main limitations that restrict the organisation’s effectiveness. Based on this assessment, a cloud-based ERP solution is proposed, incorporating CRM and Business Intelligence functions within a more integrated digital environment. In addition, the report presents the main stages required to introduce the new system and considers its potential benefits, including more efficient business processes, improved management of information, stronger managerial decision-making and greater capacity for long-term business development.”
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The information systems currently used by Maldiva Ltd. are becoming insufficient for the needs of its expanding business and increasingly complex operations. A number of older systems operate independently rather than as part of a unified infrastructure, resulting in inefficient processes, higher operating expenses and a poorer customer experience. Laudon and Laudon (2024) suggest that when organisational information is spread across separate systems, businesses may encounter communication difficulties, repeated activities and delays in managerial decision-making. Similar problems can be observed within Maldiva Ltd.

One of the major limitations of the existing infrastructure is the organisation’s dependence on a manually operated stock control system. Since inventory information has to be entered by staff, the figures shown in stores may not always correspond with the availability displayed online. This can allow customers to order items that are actually out of stock, potentially causing order cancellations, refunds and a negative customer experience. The current approach also limits management’s ability to recognise products with low sales and estimate future demand, increasing the likelihood of excess inventory or insufficient stock. By contrast, up-to-date inventory technologies allow businesses to monitor stock as changes occur and maintain more reliable inventory information (Stair and Reynolds, 2023).”
Another major issue is the company’s fragmented Customer Relationship Management (CRM) process. Customer information is stored across multiple disconnected databases, preventing employees from accessing complete customer profiles or purchase histories. This limits the marketing department’s ability to deliver personalised promotions and reduces the customer service team’s ability to resolve complaints efficiently. As Buttle and Maklan (2019) argue, an integrated CRM system enables organisations to improve customer relationships by providing a single, accurate view of customer data.

Management decision-making is also affected by inefficient reporting processes. Sales reports are manually prepared using spreadsheets, making them time-consuming, error-prone, and often outdated by the time they reach decision-makers. Without accurate real-time information, managers struggle to forecast demand, monitor business performance, and respond quickly to market changes. Business Intelligence (BI) technologies provide organisations with timely and reliable information that supports evidence-based decision-making (Sharda, Delen and Turban, 2020).

Furthermore, Maldiva Ltd. faces significant data security and regulatory compliance challenges. Insufficient access restrictions and inconsistent approaches to managing data make sensitive customer information more vulnerable to improve access and potential violations of the General Data Protection Regulation (GDPR). Data protection is an essential component of modern information systems, particularly for organisations handling large volumes of customer information (European Union, 2016).

Finally, the lack of integration between departments—including sales, finance, inventory, and customer service—creates communication barriers and duplicated tasks. Employees frequently transfer information manually between systems, increasing the likelihood of human error and reducing productivity. Overall, the company’s current information systems are inefficient, fragmented, and unable to support future business growth, demonstrating the need for a fully integrated enterprise information system. 
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To overcome the limitations identified in Maldiva Ltd.’s existing information systems, the company should adopt Microsoft Dynamics 365 as its main cloud-based business platform. The proposed system would combine ERP functionality with CRM features and Power BI, allowing important business activities to operate within a more unified digital environment. Areas such as stock control, accounting, sales, customer support and organisational reporting could therefore be managed through connected applications rather than separate systems. Laudon and Laudon (2024) explain that ERP technology can enhance organisational effectiveness by connecting business activities, reducing isolated sources of data and giving different departments access to timely and reliable information.
 A major advantage of adopting Microsoft Dynamics 365 would be more effective control over the company’s stock. At present, manual procedures can create differences between the quantities actually available in stores and those displayed through the online channel, which may lead to poor customer experiences and unnecessary costs. With the proposed ERP solution, stock information could be adjusted automatically following sales, returns or movements of goods between stores. Having access to up-to-date inventory data would help the company avoid both insufficient and excessive stock, while also supporting more accurate demand planning and order processing. Monk and Wagner (2022) indicate that the automation and integration provided by ERP technologies can contribute to more reliable inventory information and greater efficiency in day-to-day operations.

The integrated CRM module would also address the company’s customer relationship challenges. Instead of storing customer information across multiple disconnected databases, Dynamics 365 creates a single customer profile that records purchase history, preferences, and interactions. This enables the marketing team to deliver personalised promotions and helps customer service representatives respond more effectively to enquiries and complaints. According to Buttle and Maklan (2019), organisations that use integrated CRM systems often achieve higher customer satisfaction and stronger customer loyalty through improved communication and personalised services.

Another major advantage is enhanced decision-making through Power BI, Microsoft’s Business Intelligence platform. Managers would gain access to interactive dashboards displaying real-time sales performance, inventory levels, customer trends, and financial data. Instead of relying on manually prepared spreadsheets, decision-makers could analyse accurate and up-to-date information, enabling faster responses to market changes. Business Intelligence tools are recognised for improving strategic planning and supporting evidence-based management decisions (Sharda, Delen and Turban, 2020).

The proposed system would also strengthen data security and regulatory compliance. Microsoft Dynamics 365 includes role-based access controls, data encryption, multi-factor authentication, and audit trails to protect sensitive customer information. These features help organisations comply with GDPR requirements and reduce the risk of data breaches. Strong information security practices are increasingly important as organisations become more dependent on digital technologies (European Union, 2016).

Finally, implementing a cloud-based ERP solution offers significant long-term business benefits. Cloud technology reduces the need for expensive on-site infrastructure, lowers maintenance costs, and provides flexibility as the business expands. Employees can securely access the system from different locations, improving collaboration between departments and supporting future business growth. Furthermore, Microsoft Dynamics 365 can integrate with other Microsoft applications, including Microsoft 365 and Teams, enabling a more connected digital workplace (Microsoft, 2024). Overall, the proposed solution provides an effective and scalable approach to improving operational efficiency, customer service, data management, and strategic decision-making at Maldiva Ltd. 
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The successful implementation of Microsoft Dynamics 365 requires a structured and carefully managed approach to minimise disruption to business operations. A phased implementation strategy is recommended, as it reduces organisational risk, improves employee acceptance, and allows technical issues to be identified before the system is fully deployed. According to Project Management Institute (2021), phased implementation is one of the most effective methods for introducing complex information systems because it enables organisations to manage change in a controlled manner.

The first phase involves requirements analysis and project planning. During this stage, Maldiva Ltd. should identify business requirements by consulting managers and employees from sales, finance, inventory, customer service, and IT departments. Existing business processes should be reviewed to determine how they will be improved within the new ERP system. A detailed project plan, including objectives, timelines, budgets, and key performance indicators (KPIs), should also be developed to guide implementation (Laudon and Laudon, 2024).

The second phase focuses on system configuration and data migration. Microsoft Dynamics 365 should be configured to support the company’s operational requirements, including inventory management, customer relationship management, finance, and reporting. Before transferring information into the new system, existing customer records, inventory data, and financial information must be cleaned to remove duplicate, incomplete, or inaccurate records. High-quality data is essential because poor data quality can negatively affect system performance and decision-making (Monk and Wagner, 2022).

The third phase involves employee training and change management. The success of any information system depends not only on technology but also on the willingness of employees to use it effectively. Comprehensive training programmes should be provided for staff in different departments, ensuring they understand the new system and their specific responsibilities. Management should also communicate the benefits of the new ERP system to reduce employee resistance and encourage acceptance. Effective change management improves user adoption and increases the likelihood of project success (Kotter, 2012).

Following training, the organisation should conduct system testing and pilot implementation. Functional testing, security testing, and user acceptance testing (UAT) should be completed to ensure that all modules operate correctly and meet business requirements. A pilot implementation in a limited number of stores would allow the organisation to identify technical issues, collect employee feedback, and make necessary adjustments before the full system rollout. Testing significantly reduces implementation risks and improves system reliability (Stair and Reynolds, 2023).

The final phase is the full deployment and ongoing evaluation of the system. Once testing has been successfully completed, Microsoft Dynamics 365 should be implemented across all stores and departments. Performance should be monitored using KPIs such as inventory accuracy, customer satisfaction, order fulfilment time, and reporting efficiency. Regular software updates, cybersecurity monitoring, and continuous employee training should also be maintained to ensure the system remains secure and effective over time (Microsoft, 2024).

Despite careful planning, several implementation risks may arise, including employee resistance, temporary operational disruption, budget overruns, and cybersecurity threats. These risks can be reduced through effective communication, strong project management, regular progress reviews, comprehensive staff training, and robust security controls. By following a structured implementation plan, Maldiva Ltd. can successfully transition to an integrated ERP solution while minimising business disruption and maximising long-term organisational benefits. 5.
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Maldiva Ltd. is experiencing significant operational challenges because its existing information systems are outdated, fragmented, and unable to support the organisation’s continued growth. Manual inventory management, disconnected customer databases, spreadsheet-based reporting, and limited integration between departments have reduced operational efficiency, affected customer satisfaction, and weakened management’s ability to make timely and informed decisions. Furthermore, concerns regarding data security and GDPR compliance demonstrate the need for a more secure and integrated information system (Laudon and Laudon, 2024).

This report has evaluated the limitations of the company’s current systems and recommended implementing Microsoft Dynamics 365, an integrated cloud-based ERP solution with CRM and Business Intelligence capabilities. The proposed system would automate inventory management, centralise customer information, improve reporting through real-time dashboards, strengthen collaboration between departments, and enhance regulatory compliance. These improvements would enable the organisation to reduce operational costs, improve customer service, and support more effective strategic decision-making (Monk and Wagner, 2022).

The proposed phased implementation plan, including requirements analysis, system configuration, data migration, employee training, testing, and continuous monitoring, would help minimise implementation risks and ensure a successful transition. Effective change management and ongoing staff development are essential to maximise user acceptance and long-term system performance (Project Management Institute, 2021).

Overall, implementing Microsoft Dynamics 365 would provide Maldiva Ltd. with a modern, scalable, and secure information system capable of supporting future business growth. By integrating business processes and providing accurate real-time information, the company would gain a stronger competitive advantage, improve organisational efficiency, and create greater value for both customers and stakeholders.
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