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Introduction-
Information systems play a key role in improving business efficiency, customer satisfaction, and tactical decision-making within organisations. While businesses expand across multiple locations and digital channels, legacy systems regularly impede growth. Therefore, contemporary organisations require integrated information systems able to manage inventory, customer data, finance, and business intelligence inside a unified platform.
Maldiva Ltd. is a rapidly expanding consumer electronics retailer operating 30 physical stores and an e-commerce platform. Despite considerable sales growth, the organisation’s information systems have not evolved in line with its expansion. As a result, Maldiva Ltd. experiences inventory inaccuracies, fragmented customer records, inefficient reporting, security vulnerabilities, and insufficient interdepartmental communication. These issues lead to delayed order fulfilment, customer dissatisfaction, elevated operational costs, and reduced management effectiveness.
This report evaluates Maldiva Ltd.'s existing information systems and recommends an integrated solution to support future growth. It proposes the implementation of a cloud-based Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM), Inventory Management System (IMS), and Business Intelligence (BI) tools. Additionally, the report outlines an implementation plan detailing the steps necessary to deploy the proposed solution while minimising organisational disruption.



Evaluation of Existing Systems-
Maldiva Ltd.'s current information systems are fragmented and predominantly manual. Instead of facilitating efficient business processes, these systems contribute to operational delays, duplicated efforts, and inaccurate information.
The company’s inventory management depends on manual stock tracking, and inventory records are not updated in real time across physical stores and the online platform. As a result, customers often purchase products online that are out of stock, leading to cancelled orders, customer complaints, and refund requests. Store managers face challenges in identifying overstocked and understocked items, which increases inventory holding costs and reduces sales opportunities. Contemporary inventory management practices rely on real-time data and integrated enterprise software to enhance forecasting and stock accuracy.
Customer relationship management is another significant area of weakness. Customer information is distributed across multiple disconnected databases, which prevents employees from accessing comprehensive purchase histories. Consequently, marketing staff are unable to effectively personalize promotions, and customer service representatives lack the necessary information to resolve complaints efficiently. Research indicates that unified customer data substantially enhances customer engagement and supports improved organizational decision-making.
Decision-making at Maldiva Ltd. is inefficient due to management’s reliance on manually prepared spreadsheets. Manual reporting increases the risk of human error and prevents real-time monitoring of business performance. In the absence of accurate dashboards and analytics, forecasting demand, identifying sales trends, and responding promptly to market changes are significantly hindered.
Security and regulatory compliance present further challenges. The current systems lack robust access controls, which increases the risk of unauthorised access to sensitive customer information. The business is also at risk of non-compliance with the General Data Protection Regulation (GDPR), potentially resulting in legal penalties and reputational harm. Effective governance, secure access management and privacy-by-design are essential elements of modern enterprise systems.



Poor integration between departments constitutes a significant operational bottleneck. Sales, inventory, and finance each utilize separate software applications that do not automatically exchange information. As a result, employees spend substantial time manually transferring data between systems, which increases administrative costs and introduces avoidable errors. As the organization grows, these fragmented processes will become increasingly unsustainable.
In summary, Maldiva Ltd.'s existing information systems do not meet the operational requirements of a growing omnichannel retailer. The company requires an integrated digital platform that supports efficient business processes, accurate reporting, and secure data management.

Recommended Solution-
To address the identified challenges, this report recommends implementing a cloud-based Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM), Inventory Management System (IMS) and Business Intelligence (BI) software.
An ERP system serves as a unified platform connecting finance, inventory, purchasing, sales, and human resources. By eliminating separate databases, all departments access real-time information, which enhances data consistency and removes duplicate entry. ERP systems offer scalability, enabling Maldiva Ltd. to expand operations without substantial investment in physical IT infrastructure. These platforms are recognised for integrating business processes, and cloud deployment further enhances flexibility and accessibility.
The integrated inventory management system automatically updates stock levels with each online or in-store sale. Real-time synchronisation across all locations reduces stock discrepancies, minimises overselling, and improves inventory forecasting.
Automated stock alerts assist managers in replenishing products before shortages arise and help reduce excess inventory.
A modern CRM system would centralise all customer information into a single database.
Sales history, customer preferences, and previous interactions become accessible across departments. Marketing teams can deliver personalised promotions based on purchasing behaviour, while customer support staff gain immediate access to customer records for complaint resolution. Research demonstrates that unified customer information substantially improves customer relationship management and marketing effectiveness.
Business Intelligence software, such as Microsoft Power BI, transforms operational data into interactive dashboards. Managers monitor daily sales, inventory turnover, regional performance, and customer behaviour through real-time visual reports. Executives gain immediate access to accurate information, supporting faster strategic decision-making and reducing reliance on manual spreadsheets. Role-based access controls would ensure employees access only information relevant to their responsibilities. Encryption, automated audit trails and multi-factor authentication would improve data protection while helping the organisation comply with GDPR requirements.
Privacy-by-design and standardised identity and access management are recognised as essential capabilities of secure enterprise systems.
The recommended integrated solution offers several business benefits. Operational efficiency improves through automation of routine tasks, reducing manual data entry and administrative workload.
Employees can focus more on customer service and value-adding activities instead of transferring information between systems.
Customer satisfaction increases as stock availability becomes more accurate, reducing cancelled online orders. Personalised marketing and faster customer support strengthen customer loyalty and encourage repeat purchases.
Management decision-making improves through access to real-time dashboards and accurate business intelligence. Managers can identify sales trends, monitor inventory performance, and forecast future demand with greater confidence.
Financial performance also benefits. Improved inventory control reduces holding costs, while accurate forecasting prevents unnecessary purchasing. Increased customer satisfaction and enhanced marketing effectiveness are likely to contribute to higher sales revenues.
Although implementing an integrated ERP solution requires significant initial investment, cloud deployment reduces infrastructure costs and provides predictable subscription pricing.
Long-term savings from increased efficiency, lower inventory costs, and improved customer retention are likely to outweigh implementation expenses.
Cloud-based systems provide excellent scalability. As Maldiva Ltd. expands into new locations or international markets, additional users and business functions can be added without replacing the existing system.
The recommended ERP, CRM, Inventory Management System, and Business Intelligence solution directly addresses all operational challenges identified in the case study and provides a robust technological foundation for future growth.

Implementation Plan-
Effective implementation necessitates thorough planning to minimise operational disruption and enhance employee acceptance.
The initial stage consists of comprehensive business analysis. Management must identify specific business requirements, evaluate potential software vendors, and select an ERP solution aligned with organisational objectives. Stakeholders from sales, finance, inventory, and customer service should be engaged throughout the selection process.
The second stage comprises system configuration and data migration. Existing customer records, inventory data, and financial information must be cleansed, standardised, and transferred to the new platform. Eliminating duplicate or inaccurate records prior to migration is critical for maintaining data quality.
The third stage addresses system integration. The ERP platform must interface with the organisation’s existing e-commerce website, payment systems, and other essential business applications. Rigorous testing should verify accurate information flow between all systems prior to implementation.
Employee training represents a critical success factor. Comprehensive training programmes must be delivered to both managers and operational staff. Employees should be equipped to operate the new software and understand how the integrated system advances organisational objectives. Ongoing user support after deployment is necessary to facilitate adoption.
A pilot implementation is advisable prior to full-scale deployment. Deploying the system in a limited number of stores enables identification and resolution of technical issues before organisation-wide rollout.
After successful testing, the organisation should implement the new system in phases across all 30 stores. Ongoing monitoring must assess key performance indicators, including inventory accuracy, customer satisfaction, reporting efficiency, and order fulfilment times.
Several implementation challenges are likely to arise. Employees may resist changes to established working practices. Clear communication of the new system’s benefits, combined with effective training and strong management support, can mitigate resistance.
Data migration presents risks when historical information is inaccurate or incomplete. Robust validation procedures and comprehensive backup strategies must be implemented prior to transferring operational data.
Initial implementation costs may be substantial; however, adopting a cloud-based subscription model distributes expenditure over time and reduces the need for significant infrastructure. Cybersecurity must remain a continuous priority following implementation. Regular software updates, access reviews, employee awareness training, and security audits are essential to protect customer information and ensure ongoing GDPR compliance.

Conclusion:
The rapid business growth of Maldiva Ltd. has revealed significant weaknesses in its current information systems. Manual inventory management, fragmented customer databases, inefficient reporting, limited system integration, and insufficient security collectively diminish operational efficiency and customer satisfaction.
It is recommended that Maldiva Ltd. implement a cloud-based Enterprise Resource Planning system integrated with Customer Relationship Management, Inventory Management, and Business Intelligence solutions. This system would automate business processes, deliver real-time information, enhance customer service, improve data security, and facilitate evidence-based decision-making.
While implementation will require careful planning, financial investment, and employee training, the long-term benefits are expected to outweigh these costs. Enhanced inventory accuracy, unified customer information, improved reporting capabilities, and stronger regulatory compliance will position Maldiva Ltd. for sustainable growth. Adoption of modern integrated information systems will improve operational performance, reinforce competitive advantage, and enable delivery of a superior customer experience.
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