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1. Introduction
Maldiva Ltd. is a rapidly expanding consumer electronics retailer operating 30 physical stores alongside a growing e‑commerce platform. Over the past year, the company has experienced significant sales growth, driven by increased demand for consumer electronics and the expansion of its online presence. Despite this commercial success, Maldiva Ltd. faces serious operational challenges due to outdated and inefficient information systems. These issues threaten the company’s ability to maintain customer satisfaction, support further growth, and remain compliant with regulatory requirements.
The most pressing challenge is the company’s manual inventory tracking system. Store managers rely on spreadsheets and physical stock counts, resulting in frequent discrepancies between actual stock levels and what is recorded. Customers often place online orders for items that appear available but are actually out of stock, leading to refunds, complaints, and reputational damage. Additionally, poor visibility of stock levels across stores results in overstocking, understocking, and delays in order fulfilment.
A second major challenge relates to customer relationship management (CRM). Customer data is stored across multiple disconnected systems, making it difficult to track purchase history, manage complaints, or deliver personalised marketing. The marketing team cannot segment customers effectively, while customer support staff struggle to resolve issues due to missing or incomplete records.
Decision‑making is also hindered by manual reporting processes. Sales reports are compiled using spreadsheets, often containing errors and outdated information. Management lacks access to real‑time data, making it difficult to analyse trends, forecast demand, and make informed strategic decisions.
Furthermore, Maldiva Ltd. is not fully compliant with data protection regulations such as the General Data Protection Regulation (GDPR). The current systems lack secure access controls, increasing the risk of unauthorised access to sensitive customer data. With rising cyber threats and strict regulatory penalties, this represents a significant organisational risk.
Finally, the lack of integration across departments creates operational bottlenecks. Sales, finance, inventory, and marketing teams use different software systems that do not communicate with each other. Employees must manually transfer data between systems, wasting time and increasing the likelihood of errors.
This proposal recommends a modern, integrated information system that addresses these challenges, improves operational efficiency, enhances customer satisfaction, and supports Maldiva Ltd.’s future growth.
2. Evaluation of Existing Systems
2.1 Manual Inventory Tracking
Maldiva Ltd. currently uses a manual inventory tracking system based on spreadsheets and physical stock counts. This approach is highly inefficient and prone to human error. According to Laudon and Laudon (2024), manual data entry significantly increases the risk of inaccuracies, especially in fast‑moving retail environments. The lack of real‑time visibility across stores and the e‑commerce platform leads to stock discrepancies, resulting in customer dissatisfaction and financial losses.
Manual processes also slow down replenishment and forecasting. Without automated alerts or predictive analytics, store managers cannot identify stock trends or anticipate demand. This contributes to overstocking, understocking, and inefficient warehouse operations.
2.2 Fragmented CRM Systems
Customer data is stored across multiple disconnected systems, including point‑of‑sale (POS) software, email marketing tools, and customer support databases. This fragmentation prevents the creation of a unified customer profile. As O’Brien and Marakas (2023) note, effective CRM requires centralised data to support personalised marketing, customer segmentation, and efficient service delivery.
The lack of integration means customer support staff cannot easily access purchase history, making complaint resolution slow and frustrating for customers. Marketing teams cannot run targeted campaigns because customer behaviour data is incomplete or inconsistent.
2.3 Manual Reporting and Decision‑Making
Sales reports are manually compiled using spreadsheets. This process is time‑consuming and often results in outdated or inaccurate information. McKinsey Digital (2024) highlights that organisations relying on manual reporting face delays in decision‑making and struggle to respond to market changes.
Without real‑time dashboards or automated analytics, Maldiva Ltd.’s management team cannot monitor performance effectively. Poor forecasting leads to missed revenue opportunities and inefficient resource allocation.
2.4 Weak GDPR Compliance
Maldiva Ltd.’s current systems lack secure access controls, encryption, and audit trails. This increases the risk of unauthorised access to customer data. According to the Information Commissioner’s Office (ICO, 2023), organisations must implement strong technical and organisational measures to protect personal data. Failure to comply can result in significant fines and reputational damage.
The absence of a centralised system also makes it difficult to manage data retention, deletion requests, and consent records — all essential components of GDPR compliance.
2.5 Lack of System Integration
Different departments use separate software systems that do not communicate. This creates data silos and forces employees to manually transfer information between systems. Gartner (2023) emphasises that system integration is essential for operational efficiency, especially in multi‑channel retail environments.
The lack of integration slows down order processing, financial reporting, and inventory management. It also increases the likelihood of errors and reduces overall productivity.




















3. Recommended Solution
3.1 Overview of Proposed Information System
To address the challenges identified, this proposal recommends implementing a cloud‑based Enterprise Resource Planning (ERP) system with integrated CRM and Business Intelligence (BI) capabilities. The most suitable solution for Maldiva Ltd. is Microsoft Dynamics 365, which provides a unified platform for inventory management, CRM, finance, sales, and analytics.
Dynamics 365 is widely used in retail environments due to its scalability, real‑time data capabilities, and strong integration features. It also includes built‑in GDPR compliance tools such as role‑based access control, encryption, and audit logs.
3.2 Justification for the Recommended System
3.2.1 Improved Inventory Management
Dynamics 365 provides real‑time inventory tracking across all stores and the e‑commerce platform. Automated stock updates reduce discrepancies and prevent customers from ordering out‑of‑stock items. Barcode and RFID integration further reduces human error.
According to Deloitte Insights (2023), real‑time inventory systems significantly improve order accuracy, reduce stockouts, and enhance customer satisfaction.
3.2.2 Centralised CRM
The integrated CRM module consolidates all customer data into a single database. This enables:
· Complete customer profiles
· Purchase history tracking
· Personalised marketing
· Faster complaint resolution
Salesforce Research (2024) highlights that organisations using integrated CRM systems achieve higher customer retention and improved marketing effectiveness.
3.2.3 Enhanced Decision‑Making Through BI
Dynamics 365 integrates seamlessly with Microsoft Power BI, enabling real‑time dashboards and advanced analytics. Automated reporting eliminates manual spreadsheet errors and provides management with accurate, up‑to‑date information.
As McKinsey Digital (2024) notes, organisations using BI tools make faster, more informed decisions and achieve better financial performance.
3.2.4 Strong GDPR Compliance
Dynamics 365 includes:
· Role‑based access control
· Data encryption
· Audit logs
· Automated data retention policies
· Secure cloud hosting
These features support GDPR compliance and reduce the risk of data breaches.
3.2.5 System Integration and Scalability
Dynamics 365 integrates all core business functions, eliminating data silos and manual data transfers. It also scales easily as Maldiva Ltd. expands, supporting new stores, increased online traffic, and additional business units.
SAP and Oracle offer similar ERP solutions, but Dynamics 365 provides stronger integration with Microsoft tools already commonly used in retail environments, making it a cost‑effective and user‑friendly choice.














4. Implementation Plan
4.1 Phase 1: Requirements Analysis (2–4 Weeks)
· Conduct workshops with key stakeholders (sales, inventory, finance, marketing).
· Document functional and technical requirements.
· Identify data sources and integration needs.
· Assess current infrastructure and cloud readiness.
4.2 Phase 2: System Design (4–6 Weeks)
· Configure ERP modules (inventory, CRM, finance).
· Design workflows for stock management, customer service, and reporting.
· Plan integration with POS systems and the e‑commerce platform.
· Develop data migration strategy.
4.3 Phase 3: Data Migration (4–8 Weeks)
· Clean and standardise existing data.
· Migrate customer records, inventory data, and financial information.
· Validate data accuracy through testing.
4.4 Phase 4: System Deployment (6–10 Weeks)
· Deploy Dynamics 365 in the cloud.
· Integrate with POS systems, website, and warehouse tools.
· Configure dashboards and reporting tools.
· Implement security controls and GDPR compliance features.
4.5 Phase 5: Training and Change Management (4–6 Weeks)
· Provide training sessions for store managers, customer support staff, and marketing teams.
· Develop user manuals and quick‑reference guides.
· Offer ongoing support during the transition period.
· Communicate benefits to staff to encourage adoption.
4.6 Phase 6: Testing and Quality Assurance (3–5 Weeks)
· Conduct functional testing, integration testing, and user acceptance testing.
· Resolve issues and optimise workflows.
· Validate GDPR compliance and security controls.
4.7 Phase 7: Go‑Live and Post‑Implementation Review (2–4 Weeks)
· Launch the system across all stores and online operations.
· Monitor performance and user feedback.
· Conduct a post‑implementation review to identify improvements.
· Plan future enhancements such as AI‑driven forecasting.





















5. Conclusion
Maldiva Ltd. is facing significant operational challenges due to outdated and fragmented information systems. Manual inventory tracking, disconnected CRM tools, manual reporting processes, weak GDPR compliance, and lack of system integration are hindering the company’s ability to operate efficiently and support future growth.
Implementing a cloud‑based ERP system such as Microsoft Dynamics 365 will address these issues by providing real‑time inventory management, centralised CRM, automated reporting, strong security controls, and full system integration. The proposed solution will improve operational efficiency, enhance customer satisfaction, support data‑driven decision‑making, and ensure regulatory compliance.
With a structured implementation plan and appropriate staff training, Maldiva Ltd. will be well‑positioned to continue its growth and compete effectively in the consumer electronics retail market.



















References (Harvard Style)
Deloitte Insights (2023) The Future of Retail Operations. Deloitte. 
Gartner (2023) Retail Technology Trends and System Integration. Gartner Research. 
ICO (2023) Guide to the General Data Protection Regulation (GDPR). Information Commissioner’s Office. 
Laudon, K. and Laudon, J. (2024) Management Information Systems: Managing the Digital Firm. 18th edn. Pearson. 
McKinsey Digital (2024) Data‑Driven Retail: Improving Decision‑Making Through Analytics. McKinsey & Company. 
O’Brien, J. and Marakas, G. (2023) Introduction to Information Systems. 17th edn. McGraw‑Hill. 
Salesforce Research (2024) State of the Connected Customer. Salesforce. SAP (2023) ERP in Retail: Improving Inventory and Customer Experience. SAP Press.

