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[bookmark: _Toc235021981][bookmark: _Toc235022383]Information System Improvement Proposal for Maldiva Ltd.
[bookmark: _Toc235022384]1. Introduction
Maldiva Ltd. is a fast-expanding consumer electronics retailer with 30 physical stores and an e-commerce platform. The company has grown and has seen more sales, inventory in and out, and customer inquiries, but the information systems haven't grown as fast. Manual inventory means that there can be discrepancies between in-store and online inventory. Customer data is spread across different systems, managers rely on spreadsheets for reporting, and data is not reliably exchanged between sales, finance, and inventory applications. These vulnerabilities lead to order cancellations, over refunds, substandard stock planning, delayed customer service, duplicate administration, and heightened cybersecurity and data protection dangers.
An information system is a combination of people, processes, technology, and data that are used to facilitate business operations and decision-making (Laudon, Laudon, and Traver, 2025). So the primary issue with Maldiva Ltd. is not just the outdated software, but the lack of integration of technology, information, and business processes. This report assesses the current challenges, explores the options, and suggests a modular cloud enterprise platform that combines Enterprise Resource Planning (ERP), Customer Relationship Management (CRM), e-commerce, and Business Intelligence (BI). While Microsoft Dynamics 365 is one option, it's important to objectively evaluate other ERP providers as well.
[bookmark: _Toc235022385]2. Presenting the Issues in the Information System.
Manual inventory and order processing are the biggest operational challenges. Stock records do not automatically update after sales, deliveries, returns, damaged products, or transfers between stores. This means that online customers can order products that are not available, resulting in product cancellations, refunds, and loss of trust. The lack of accuracy in inventory also makes it hard to determine stock shortages, excess inventory, and slow-moving products (Shabani et al., 2021). While extra manual checks may help to minimize errors, they will not give the real-time data that a growing omnichannel retailer needs.
Another significant drawback is customer information management. The history of purchases, warranties, complaints, returns, and communication preferences is kept in separate files. This means that employees will not be able to see full customer data and restricts effective marketing activities. The improvement of customer relationships with an integrated CRM system is possible only if the data is accurate, connected, and managed properly (Saha et al., 2021). Inconsistent information also poses a GDPR risk, as customer consent, corrections, and deletion requests can be processed inconsistently in all systems.
Reporting and forecasting are also not efficient. Currently, managers are using data from several spreadsheets, which can lead to inconsistent definitions of sales, returns, inventory availability, and profit margins. Errors in the formula, duplicate records, and a lack of version control decrease the accuracy of reports. Business Intelligence tools can help to make better decisions, but only if they are based on reliable and consistent data (Paulino, 2022). Currently, Maldiva Ltd. has no one trusted and responsible for the data.
These risks are exacerbated by security and integration issues. Lack of access control can enable employees to access or modify data that is not part of their job. The GDPR sets out the principles of lawful, secure, and transparent processing of personal data by organisations (European Parliament and Council of the European Union, 2016). As a result, Maldiva Ltd. needs to enhance its controls, such as role-based access, audit logs, retention policies, and procedures for customer data requests. Moreover, the manual data transfer between different systems also leads to data duplication, delays, and inconsistencies. It would not be a solution to the broader integration issue to improve one application.
[bookmark: _Toc235022386]3. Alternate Solutions Evaluation
There are two ways to do this: improve the existing spreadsheets and manual processes. This would involve a smaller up-front cost and would have minimal impact. But it would not address the core issues of data duplication, time lag, and scalability.
The second approach is to have dedicated systems for inventory, CRM, and analytics. Such systems could offer good stand-alone capabilities, but would add to the databases, interfaces, and suppliers. Having more than one system would add to the complexity and risk of integration failures.
An on-premises ERP system may be able to integrate key business processes and offer more control of infrastructure. But it would take a lot of investment in servers, maintenance, backups, technical know-how, and future upgrades. This could reduce the flexibility as Maldiva Ltd. grows.
The best strategic fit is a modular cloud-based ERP and CRM system. It enables business functions to communicate with each other via a common platform and minimizes the need for physical infrastructure. If ERP is configured in line with the needs of the organisation, it will help to improve coordination and decision-making (Gessa, Jiménez, and Sancha, 2023). Adopting the cloud also comes with its own set of challenges, such as migration, reliance on the internet, subscription fees, and vendor lock-in (Paulsson and Johansson, 2023). These risks can be mitigated by implementing the solution in phases, by having robust supplier contracts, and by having a clear exit plan.
The following are worth considering: SAP Business One, Oracle NetSuite, and Microsoft Dynamics 365, which all offer integrated finance, inventory, customer, and reporting capabilities (Microsoft, n.d.-a; Microsoft, n.d.-b; Microsoft, n.d.-c; Microsoft, n.d.-d; Microsoft, n.d.-e; Oracle NetSuite, n.d.; SAP, n.d.). The final selection should not be based solely on the reputation of the vendor, but should be based on a weighted evaluation model that takes into account the vendor's inventory capability, integration, cost, security, scalability, usability, and vendor support.
[bookmark: _Toc235022387]4. Recommended Cloud Enterprise Platform 
Maldiva Ltd. needs to create a modular cloud-based enterprise platform that will incorporate inventory, point-of-sale (POS), e-commerce, finance, CRM, and Business Intelligence (BI). The system should be based on a common database and standardized interfaces to ensure that the information is accurate and consistent throughout the departments. The first phase should be on inventory, sales, finance, and customer service, as these are the areas that are causing the most operational issues at present. Advanced forecasting should be rolled out at a later stage when data quality and user uptake are established.
The priority should be inventory management, as it directly impacts customer satisfaction and revenue if inventory data is not accurate. The new system should give real-time insight into stock in all stores and online channels. Available-to-Promise (ATP) should be used to ensure that inventory is available to accept an order before it is accepted so that no duplicate sales are made. Automatic updates should occur with sales, deliveries, returns, damaged products, and store transfers by scanning the bar code or serial number.
The system should alert the user when stock is low, when it is in excess, when there are unusual adjustments, and when it's time to reorder. Technology can't, however, ensure accuracy. Maldiva Ltd. should regularly monitor inventory and have to get approval for major changes in inventory. Some of the key performance indicators should include inventory accuracy, stockout rate, order cancellation rate, and fulfilment time.
The platform should also be able to automate the entire order process. The stock, reserve products, payment confirmation, creation of fulfilment instructions, recording of financial transactions, and updating of reports should be automatically verified when purchasing online. If payment is successful, but there is no stock in the system, it should automatically cancel or refund the transaction, alert authorised staff, and generate an audit trail. Duplicate orders, unusual refunds, and failed system connections are other things that controls should be able to detect.
The CRM system should have an overview of the customer's purchases, warranties, complaints, refunds, and communication preferences. This will enhance customer service and enable marketing teams to leverage customer information in a more effective manner. Access should be based on the job responsibilities. Customer service staff should have access to service information, finance staff should have access to payment and refund information, marketing staff should have access to approved consent information, and store staff should have access to only necessary sales information.
Financial transactions such as sales, purchases, expenses, returns, and refunds should be automatically recorded in the finance system. Sensitive transactions should be completed by more than one employee, and approval limits should be put in place to prevent this. This will minimize errors, reconciliation efforts, and potential fraud. BI dashboards should offer management information regarding sales performance, inventory turnover, profit margins, supplier performance, and customer trends. Data ownership should be defined, and everyone should be accountable for having accurate data.
The system design should incorporate security, ethical management, and sustainability. Role-based access control, multi-factor authentication, encryption, backups, audit logs, access reviews, and incident response procedures are all aspects of security that should be implemented. The controls are aligned with the NIST (2020) recommended security principles. Cloud contracts should specify how to recover from a breach, how to report a breach, where the data is stored, who is responsible for the subcontractors, data portability, and secure deletion.
Customer information should be gathered and utilized just for business reasons. Unfair or excessive profiling of customers should be avoided in marketing activities, and monitoring of employees should be reasonable. Less data will be retained and minimised, lowering privacy risks. Sustainability should also be taken into account when choosing suppliers, such as energy-efficient data centres, environmental reporting, minimising data storage, and responsible recycling of electronic equipment in accordance with the WEEE framework (European Parliament and Council of the European Union, 2012).
The total cost of ownership should be calculated over 3-5 years and include software subscriptions, implementation, migration, integration, training, support, cyber security, and exit costs. These costs should be weighed against the potential benefits, such as fewer cancelled orders, reduced inventory costs, reduced administration, better reporting, and better compliance. While cloud systems offer flexibility and scalability, Maldiva Ltd. should be mindful of the potential challenges of relying on a single vendor, service downtime, and the lack of customisation options.
[bookmark: _Toc235022388]5. Implementation Plan
Good governance should be the first step towards implementation. The Chief Executive Officer should chair a steering committee comprising representatives from stores, operations, e-commerce, finance, customer service, marketing, IT, and data protection. The team should establish project goals, budget, roles, and risks, as well as project timelines. Current processes should be documented, and baseline performance measures should be set for inventory accuracy, order cancellations, reporting efficiency, and customer service.
Business scenarios such as online purchases, returns, store transfers, refunds, and payment failures should be used to select vendors. Functionality, integration, security, scalability, cost, usability, and vendor support are all factors that should be considered in the weighted selection model. The system selected should be tested for proof of concept before final selection to ensure that the system will satisfy the operational needs of Maldiva Ltd.
Product, customer, supplier, and financial information should be cleaned and standardised before migration. Duplicate and inaccurate records should be eliminated, and the rules and reconciliation procedures for migration should be approved by data owners. Legacy data should not be moved to the new system if it is of poor quality.
The platform should then be connected with the payment services, the e-commerce platform, and the POS system. The user roles, approval rules, interfaces, and audit controls should be set up before launch. Functionality, performance, security, recovery, integration, and user acceptance testing should be performed.
A pilot rollout should be done in a limited number of representative stores prior to rollout. The performance should be compared with the previous measures by analysing the inventory accuracy, transaction errors, cancellation rates, processing time, and employee feedback. Any issues that arise during the pilot should be addressed before broader implementation.
Practical role-based training with written procedures, system champions and post launch assistance should be provided to employees. User involvement, management support, integration, and ongoing training are critical elements to the success of ERP (Butarbutar et al., 2023). The rollout should be phased in over time and not be done simultaneously in all stores. Once implemented, reviews should be conducted after 3, 6, and 12 months based on the DeLone and McLean (2003) model, which is based on the following dimensions of the system: system quality, information quality, service quality, user satisfaction, usage, and organisational benefits.
[bookmark: _Toc235022389]6. Conclusion
The existing information systems of Maldiva Ltd. are unable to effectively support the increasing retail business. Manual inventory, disjointed customer data, spreadsheet reporting, and disjointed applications lead to operational inefficiency, loss of money, and customer dissatisfaction.
There was no solution to the company's integration issues by improving the tools that they already have or by using new applications. The most appropriate solution for the long-term is a modular cloud enterprise platform that combines ERP, CRM, e-commerce, finance, and Business Intelligence. An evidence-based selection process should be used to evaluate Microsoft Dynamics 365, SAP Business One, and Oracle NetSuite.
The effectiveness of the proposed system relies on the accuracy of the data, the effectiveness of the process redesign, the security governance, the ethics of the use of information, and the involvement of employees. By implementing the system gradually, testing, training, and ongoing assessment, Maldiva Ltd. can optimize the operational efficiency, cost reduction, customer experience, and develop a scalable information system for future growth.
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