

1. Introduction 
1.1 Overview of the business case
Maldiva Ltd is a fast-growing electronics retailer with 30 physical stores and an e-commerce platform. Despite their sales growth, they have still been experiencing various problems due to their information systems failing to keep up with the business expansion. This has negatively impacted their inventory management, customer service, decision-making, data security, and communication between departments. 
Maldiva’s information systems are disconnected, require manual processing and are spreadsheet based. These outdated practices increase costs, reduce efficiency and productivity, and negatively impact customer satisfaction. With the increase in growth, Maldiva will need to adopt a modern integrated information system to prevent further escalation of these issues. 
This proposal evaluates the weaknesses of the current systems and recommends an integrated Enterprise Resource Planning (ERP) system with Customer Relationship Management (CRM) solution and Business Intelligence (BI) tools. 
1.2 Key challenges
Maldiva Ltd is currently facing many operational challenges:
· Manual inventory management leading to inaccurate stock information so sometimes stock ordered by customers is not available reducing customer satisfaction and sometimes stock is overstocked or understocked leading to wasted resources and money.
· Poor customer relationship management due to multiple, disconnected systems making it difficult to keep track of customer purchasing histories and making sales promotions less targeted.
· Manually inputted spreadsheets are used to keep track of sales often leading to errors and inaccurate tracking of sales trends, reducing potential revenue.
· Limited compliance with GDPR requirements increasing risks of data breach which could ruin the brands image.
· Poor integration between departments with each department using different systems, forcing employees to manually transfer data between departments, further reducing efficiency and increasing risk of errors.
2. Evaluation of Existing Systems
Customer relationship management problems 
Maldiva Ltd use CRM but encounter many problems due to the way it is being used. Customer data is spread across several databases making it difficult to monitor. This means customer purchasing histories are incomplete so marketing teams cannot separate customers to offer personalised promotions or identify buying patterns making it difficult to appeal to their customer base. Customer support staff also struggle to resolve complaints quickly because purchase information is difficult to locate which can lead to reduced customer satisfaction. 
Research by Payne and Frow (2017) suggests that integrated CRM systems improve customer retention by providing organisations with a complete understanding of customer behaviour, allowing the business to better target customers and satisfy their needs. However, due to the poor implementation of this information system, Maldiva Ltd are not achieving these benefits.
Inventory management inefficiencies 
The biggest drawback of Maldiva’s current use of information systems is the poor inventory control. Because stock updates are done manually, it leads to discrepancies between the actual inventory and the amount of stock that is logged on the system. Therefore, customers are ordering stock that is not available leading to customer dissatisfaction or stores are holding either excess stock or not enough stock. This means without real time or accurate inventory tracking, management cannot predict what is in demand or optimise stock levels.  
Poor decision making 
Maldiva’s management decisions are based off reports that are manually prepared using spreadsheets. Manual reporting is introducing several problems such as errors, outdated information, inconsistent reporting and timing inefficiency. This means managers cannot monitor real time sales performance or respond quickly to market changes. However, modern retailers benefit from real time reports which leads to better forecasting allowing the business to plan strategically and ahead for any unforeseen circumstances (Emma, 2024).
Security and GDPR concerns 
The existing information systems have weak security measures which means customer data may be accessible to unauthorised employees without permission. Maldiva Ltd also risks going against GDPR rules due to poor control over customer data, limited audits, weak authentication and inconsistent data storage. This may result in financial penalties and impact the brand reputation negatively. 
Lack of system integration 
Departments within the company operate independently using different software applications so there is minimal integration of data amongst the departments. To exchange information the sales, finance, inventory, and customer service departments exchange information manually also leading to duplicate and incorrect records. 
Overall it is not sensible for Maldiva to continue using their current information systems especially given their rise in sales and plans to further increase the growth of the business. 
3. Recommended solution
3.1 Proposed Information System
This report proposes that Maldiva Ltd. implement an integrated Enterprise Resource Planning (ERP) system combined with a Customer Relationship Management (CRM) platform and Business Intelligence (BI) reporting tools. A cloud-based ERP would provide a centralised platform that connects all departments of the business (Parthasarathy, 2013). 
The system should include: 
· Inventory management system which tracks stock levels and helps prevent overstocking or shortages
· CRM to store customer information, track interactions, and improve customer service and sales.
· Finance system to manage financial information such as accounts, budgets, invoices, payroll
· Sales management system to keep track of transactions, sales performance and manage customer orders 
· Business intelligence dashboard to display real time reports and visualise data for appropriate decision making
· Data security and GDPR compliance to protect sensitive business and customer data 

3.2 Justification and scalability for the recommendation
Maldiva’s current systems are separated, leading to duplicate data, inaccurate inventory records and inefficiency. An integrated cloud-based ERP system overcomes these issues by bringing all business functions together in a single system. This improves communication between departments and reduces manual processes, increasing overall business efficiency.
This is also a cost-effective recommendation because a cloud-based ERP means expensive onsite servers are not needed and IT costs are reduced. Instead of paying one large upfront payment, only a subscription fee is needed (Scholtz & Atukwase, 2016). 
Scalability is very important because the company plans to continue growing. Because Maldiva wishes to expand in the future, a system that can easily support that growth is needed. Cloud ERP allows new stores to be added without needing to buy new servers or expensive hardware. 
By also using an integrated CRM system, Maldiva Ltd will be able to access customer information across all departements in one place. This means employees will gain immediate access to purchase history, customer preferences, returns and marketing interactions (Chen and Popovich, 2003). This means marketing can be better adapted to the customers wants and needs. Complaints will also be resolved more quickly because all customer information will be in one system. This is supported by Buttle and Maklan (2019) whose research demonstrates that effective CRM systems improve customer satisfaction, increase loyalty, and generate higher sales revenue.
The addition of business intelligence software means instead of having to manually create spreadsheets, managers will have access to dashboards showing best sellers, low stock items, sales increases or decreases and profit. This will allow managers to monitor business performance and make informed decisions based on real-time information improving inventory management (Chou et al, 2005).
This recommendation will also overcome GDPR issues because ERP systems use strong security controls such as multi-factor authentication, data encryption and audit logs (Parthasarathy, 2013).
4. Implementation Plan (NCS, 2025)
1. Analysis of business requirements
The first step is to analyse Maldiva Ltd's business requirements and plan the implementation. This involves identifying the company's operational needs, defining the project budget and timeline, and determining which business functions will be included in the new system. Stakeholders from every department should participate to ensure the system meets all needs.
2. System selection
Before picking their ERP system, Maldiva should compare different ERP providers to find the one that best meets its needs. They need to consider:
· Cost - Compare the price of each ERP system, including subscription fees, implementation, training, and ongoing maintenance. The company should choose a solution that provides good value for money.
· Functionality – which system includes the features the business needs e.g. inventory management, finance, CRM, sales management
· Security – which has the strongest security measures 
· Scalability - Ensure the ERP system can grow with the business by allowing additional users, stores, or functions to be added as Maldiva Ltd. Expands
3. System design 
Once the ERP system has been selected, it should be configured to meet Maldiva Ltd.'s business requirements. This includes setting up:
· Inventory management rules
· User access permissions
· Financial settings
· Sales processes
· Customer management functions
 so that the system supports the company's daily operations efficiently.
4. Data migration
Existing data from spreadsheets must be cleaned before migration.
This stage involves:
· Removing duplicate records
· Correcting inaccurate information
· Standardising formats
· Validating customer data
High-quality data is essential for successful ERP implementation.
5. Integration
The new ERP system should be integrated with Maldiva Ltd.'s existing business systems. This includes integrating the ERP with the company's e-commerce platform, supplier systems, and point-of-sale (POS) systems. Integrating these systems allows information to be updated automatically, reducing duplicate data entry and improving data accuracy.
Staff training is essential to ensure the successful implementation and adoption of the new ERP system. Employees should be trained on how to use the system, manage inventory, use the CRM functions, generate reports, and follow data security procedures. Training should be tailored to each employee's role so that they understand the features relevant to their daily responsibilities. Managers should receive additional training on using Business Intelligence (BI) dashboards to monitor business performance and support informed decision-making. Technical support should also be provided to help employees resolve any issues, increase their confidence, and ensure the system is used effectively.
6. Testing 
Before implementing the system, it needs to be tested fully to make sure it works properly and meets the business’ needs. This should include functional testing to make sure features work as expected, security testing to ensure business and customer data is protected, and performance testing. Any issues identified during testing should be resolved before the system goes live to ensure a successful implementation.
7. Implementation and continuous improvement 
The ERP system should initially be implemented in a small number of stores before being rolled out across the entire organisation. This allows any issues to be identified and resolved before the system is introduced company wide. 
Following implementation, the system's performance should be continuously monitored using key performance indicators (KPIs), such as inventory accuracy, customer satisfaction, order fulfilment time, sales growth, and employee productivity. This will help decide whether the ERP system is overcoming the previous issues. 
4.2 Potential challenges 
Employees may resist the change due to unfamiliarity with the new system. Staff productivity may also be reduced as staff learn new processes and adapt to the software. Data migration can create challenges if existing information is inaccurate, incomplete, or incorrectly transferred to the new system. Additionally, the initial costs of implementation, including software and training may be significant (Haddara et al., 2022). 
5. Conclusion
Maldiva Ltd.'s current information systems no longer effectively support its growing operations. Manual inventory processes, disconnected data, spreadsheet-based reporting, and limited security reduce efficiency and increase costs. Implementing a cloud-based ERP system integrated with CRM and Business Intelligence would overcome this through real-time inventory tracking, customer data in one place, automated reporting, stronger security, and GDPR compliance. The system would also support better decision-making through real-time analytics and provide the scalability required for future growth. Although implementation requires investment and change, the long-term benefits outweigh the short-term drawbacks. 
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