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1. Introduction
Information systems play a vital role in supporting organisational efficiency, improving business processes and enabling managers to make informed decisions. As organisations grow, they become increasingly dependent on integrated and reliable information systems to manage data effectively, coordinate business activities and meet customer expectations. However, when these systems become outdated or fail to meet organisational needs, they can negatively affect operational performance, customer satisfaction and long-term business success.
This report examines the business case of Maldiva Ltd., a fictional consumer electronics retailer operating 30 physical stores alongside a rapidly expanding e-commerce platform. Although the company has experienced significant sales growth over the past year, its existing information systems have not developed at the same pace. Consequently, the organisation is experiencing several operational challenges that are reducing efficiency and limiting its ability to support continued business growth.
One of the most significant issues is the company's manual inventory management system, which frequently creates stock discrepancies between physical stores and the online platform. As a result, customers may purchase products that are no longer available, leading to cancelled orders, refunds and lower levels of customer satisfaction. In addition, customer information is stored across multiple disconnected systems, making it difficult for employees to access complete purchase histories, deliver personalised services and manage customer relationships effectively.
The organisation also experiences delays in decision-making because sales reports are manually prepared using spreadsheets, increasing the risk of inaccurate or outdated information. Furthermore, the company's current systems do not fully comply with the requirements of the General Data Protection Regulation (GDPR), exposing the organisation to potential security and legal risks. The lack of integration between sales, finance and inventory systems further reduces operational efficiency by requiring employees to manually transfer information between departments.
This report aims to critically evaluate the weaknesses of Maldiva Ltd.'s existing information systems and recommend appropriate information system solutions to improve operational efficiency, strengthen data management, enhance decision-making and support the organisation's future growth.
2. Evaluation of Existing Systems
2.1 Inventory Management System
Maldiva Ltd. currently uses an Inventory Management System (IMS) to monitor stock levels and control the movement of products within the business. The system helps employees record inventory, monitor stock availability and reduce the risk of stock shortages or overstocking. Effective inventory management is essential because it improves operational efficiency, reduces unnecessary costs and ensures that products are available when customers require them (Stair and Reynolds, 2023).
Although the existing system performs its basic functions, it appears to operate independently from other business systems. As a result, employees may need to enter the same information into multiple systems, increasing the likelihood of human error and duplicated data. According to Laudon and Laudon (2022), organisations achieve greater efficiency when inventory systems are integrated with finance, purchasing and sales because information is automatically shared across departments. Research by Davenport (1998) also highlights that integrated enterprise systems improve operational performance by reducing duplicated processes and providing consistent business information.
2.2 Customer Relationship Management (CRM)
Customer Relationship Management (CRM) systems help organisations collect, organise and analyse customer information to improve communication and develop long-term customer relationships. They enable businesses to manage customer enquiries, monitor previous interactions and provide more personalised services (Kotler and Keller, 2022).
At Maldiva Ltd., the current customer management process appears to be limited, reducing the organisation's ability to understand customer behaviour and respond effectively to customer needs. This may result in slower response times, inconsistent customer service and reduced customer satisfaction. According to the CIPD (2023), organisations that effectively use digital technologies to manage customer relationships are better positioned to improve customer experience and business performance. Furthermore, Payne and Frow (2005) argue that an effective CRM strategy creates long-term value by strengthening customer loyalty and supporting better strategic decision-making.
2.3 Sales Reporting and Decision-Making
Sales reporting is essential for monitoring organisational performance and supporting strategic decision-making. Accurate reports enable managers to identify sales trends, evaluate performance and respond quickly to changing market conditions. However, when reports depend on separate systems or manual data collection, the process becomes slower and more vulnerable to errors.
The current situation at Maldiva Ltd. suggests that managers may not always have access to reliable real-time information. Consequently, important business decisions may be delayed or based on incomplete data. Laudon and Laudon (2022) explain that integrated information systems improve managerial decision-making by providing timely and accurate information. Similarly, Stair and Reynolds (2023) state that organisations using integrated reporting systems can identify operational issues more quickly and improve overall business performance.
2.4 Data Security and UK GDPR Compliance
Protecting business and customer information has become increasingly important as organisations rely more heavily on digital technologies. Since Maldiva Ltd. stores customer and operational data electronically, it must ensure that information is processed securely and complies with the UK General Data Protection Regulation (UK GDPR). Appropriate security measures, including encryption, access controls, password management and regular system updates, are essential to reduce the risk of cyber-attacks and data breaches (ICO, 2024).
According to the Information Commissioner's Office (2024), organisations are legally responsible for protecting personal data through appropriate technical and organisational measures. If systems are outdated or poorly integrated, maintaining consistent security standards becomes more difficult. In addition, Gartner (2024) reports that organisations investing in modern cloud-based technologies improve both cybersecurity and operational resilience.
2.5 Lack of System Integration
The most significant weakness identified within Maldiva Ltd. is the lack of integration between its existing information systems. Inventory management, customer information and sales reporting appear to operate independently rather than as part of one integrated business system. This creates information silos, where departments cannot easily share accurate and up-to-date information.
According to Davenport (1998), enterprise integration enables organisations to standardise business processes, improve communication and reduce operational inefficiencies. More recently, Gartner (2024) highlighted that integrated enterprise technologies improve organisational agility by providing a single source of reliable business information. Without integration, organisations often experience duplicated work, inconsistent records and slower decision-making (Laudon and Laudon, 2022).
Overall, while Maldiva Ltd.'s current information systems support basic business activities, they do not provide the level of integration, efficiency and data visibility required in a modern organisation. These limitations reduce operational performance, restrict effective decision-making and affect customer service. Consequently, the organisation would benefit significantly from implementing an integrated ERP and CRM solution to support future growth and improve overall business performance.

3. Recommended Solution
Maldiva Ltd. should implement an integrated Enterprise Resource Planning (ERP) system combined with a Customer Relationship Management (CRM) system. This solution would address the limitations identified in the current information systems by improving communication, increasing operational efficiency, and supporting better decision-making across the organisation.
An ERP system would integrate key business functions, including finance, inventory management, purchasing, human resources and operations, into one central database. This would remove the need for separate systems and manual data entry, reducing errors and ensuring that all departments have access to accurate, real-time information. According to Laudon and Laudon (2022), ERP systems improve business performance by integrating organisational processes and providing managers with reliable information for decision-making.
Alongside the ERP system, a CRM system would strengthen relationships with customers by storing customer information in one secure location. Employees would be able to monitor bookings, customer preferences, previous interactions and feedback more effectively. This would allow Maldiva Ltd. to provide a more personalised service, respond to customer enquiries more quickly and improve customer satisfaction. Kotler and Keller (2022) argue that effective customer relationship management helps organisations increase customer loyalty and long-term profitability.
The proposed solution would also improve data management. Instead of storing information across multiple disconnected systems, all business data would be centralised and updated automatically. This would increase data accuracy, reduce duplication and support compliance with data protection regulations such as the UK GDPR. Better quality data would also allow managers to generate reports more quickly and make evidence-based decisions.
Although implementing an ERP and CRM system requires an initial financial investment, the long-term benefits are likely to outweigh the costs. Organisations that adopt integrated information systems often experience lower operating costs, increased productivity and improved business performance (Stair and Reynolds, 2023). In addition, the proposed systems are highly scalable, meaning they can support Maldiva Ltd. as the business grows without requiring significant changes to its IT infrastructure.
The implementation of cloud-based ERP and CRM solutions would provide additional flexibility by allowing employees to access business information securely from different locations. Cloud technology also reduces the need for expensive on-site servers and lowers maintenance costs. According to Gartner (2024), cloud-based enterprise systems continue to become the preferred solution for organisations because of their scalability, security and cost-effectiveness.
Overall, implementing an integrated ERP and CRM system represents the most appropriate solution for Maldiva Ltd. It would improve operational efficiency, strengthen customer service, enhance data accuracy and provide managers with the information required to make faster and more informed business decisions. The solution would also create a strong technological foundation to support the organisation's future growth and competitiveness.

4. Implementation Plan
Successful implementation of the proposed ERP and CRM systems requires a structured approach to minimise disruption and ensure that employees are prepared for the new way of working. A phased implementation is recommended because it reduces risks, allows problems to be identified early and enables staff to adapt gradually to the new systems.
The first stage is planning and requirements analysis. During this phase, Maldiva Ltd. should identify its business needs, define project objectives and select the most suitable ERP and CRM providers. Managers should consult employees from different departments to understand their daily tasks and ensure that the new systems meet operational requirements. Involving employees from the beginning helps to reduce resistance to change and increases acceptance of the new technology (Laudon and Laudon, 2022).
The second stage is system configuration and data migration. Existing customer records, financial information and operational data should be reviewed, cleaned and transferred into the new systems. This process is essential to ensure that only accurate and up-to-date information is migrated. Data validation should also be carried out to minimise errors and maintain data quality.
The third stage is employee training. Staff must receive appropriate training before the systems become fully operational. Training sessions should focus on the practical use of the ERP and CRM systems, enabling employees to perform their daily tasks confidently. Continuous support should also be available after implementation to help staff resolve any issues. According to the Chartered Institute of Personnel and Development (CIPD, 2023), employee training and effective communication are key factors in the successful adoption of organisational change.
The fourth stage is testing and pilot implementation. Before launching the systems across the entire organisation, Maldiva Ltd. should carry out a pilot test within one department or business area. This allows technical problems, data issues and user feedback to be identified and addressed before full deployment. Once the pilot has been successfully completed, the systems can be implemented throughout the organisation.
The final stage is monitoring and continuous improvement. After implementation, managers should regularly evaluate system performance using key performance indicators (KPIs), such as customer satisfaction, processing times, operational costs and employee productivity. Feedback from employees and customers should also be collected to identify opportunities for further improvements. Continuous monitoring ensures that the systems continue to support the organisation's strategic objectives and adapt to future business needs.
Although the implementation process requires financial investment, staff training and careful planning, the long-term benefits are expected to outweigh the initial costs. Improved operational efficiency, more accurate data, enhanced customer service and better decision-making will contribute to the organisation's long-term success and competitiveness.
5. Conclusion
This report evaluated the effectiveness of Maldiva Ltd.'s current information systems and identified several areas where improvements are required to support future business growth. The analysis showed that although the existing Inventory Management System helps control stock levels and supports daily operations, the organisation faces significant challenges due to the lack of integration between systems, limited customer relationship management, inefficient sales reporting and the need for stronger data security and UK GDPR compliance.
The findings demonstrate that disconnected information systems reduce operational efficiency, increase the risk of duplicated or inaccurate data and make it more difficult for managers to make timely and informed decisions. These issues can also negatively affect customer satisfaction and the organisation's ability to remain competitive in an increasingly digital business environment.
To address these challenges, this report recommended the implementation of an integrated Enterprise Resource Planning (ERP) system alongside a Customer Relationship Management (CRM) system. Combining these technologies would enable Maldiva Ltd. to centralise business information, automate key business processes, improve communication between departments and provide managers with accurate real-time data to support strategic decision-making. Furthermore, stronger data management and security measures would help the organisation comply with UK GDPR requirements while protecting customer information and maintaining trust.
The proposed phased implementation plan would reduce disruption during the transition, allowing employees to receive appropriate training, ensuring accurate data migration and enabling the organisation to evaluate system performance before full deployment. Although the implementation requires an initial financial investment, the long-term benefits are expected to include increased operational efficiency, improved customer service, lower operating costs and greater organisational flexibility.
Overall, investing in integrated information systems represents a strategic opportunity for Maldiva Ltd. to improve its business performance, strengthen customer relationships and create a more efficient and sustainable organisation. By adopting modern digital technologies and following a structured implementation process, the company will be better positioned to respond to future business challenges and achieve long-term competitive advantage.
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