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[bookmark: _Toc235039924]1 Introduction 
1.1 Overview of the Business Case
[bookmark: _Toc235039925]Maldiva Ltd. is a fast-growing consumer electronics retailer operating 30 physical stores alongside a dedicated e-commerce platform. Over the past year, the company has experienced a significant increase in sales volume; however, this commercial growth has exposed critical weaknesses within its existing information systems infrastructure. The organisation's current technological landscape is characterised by fragmented, siloed, and largely manual processes that are no longer capable of supporting the demands of a modern multi-channel retail environment. This proposal has been commissioned by the Chief Executive Officer of Maldiva Ltd. to identify the core operational challenges, evaluate the deficiencies of existing systems, and recommend a comprehensive modern information system solution that will streamline operations, enhance decision-making, and ensure regulatory compliance.

1.2 Key Challenges Identified
[bookmark: _Toc235039926]A preliminary assessment of Maldiva Ltd.'s operations has identified five interconnected challenges:
Manual inventory tracking leading to stock discrepancies across physical and online channels.
Fragmented Customer Relationship Management (CRM) data preventing personalised marketing and effective customer support.
Slow and error-prone decision-making due to manual, spreadsheet-based sales reporting.
Non-compliance with the General Data Protection Regulation (GDPR) and inadequate cybersecurity controls.
Lack of integration between Sales, Finance, and Inventory departments resulting in data duplication and inefficiency.
These challenges collectively threaten Maldiva Ltd.'s ability to sustain its growth trajectory and maintain competitive advantage in the consumer electronics sector (Laudon and Laudon, 2022).

[bookmark: _Toc235039927]2 Evaluation of Existing system
2.1 Current Information Systems
[bookmark: _Toc235039928]Maldiva Ltd. currently relies on a disparate collection of legacy tools that have evolved organically rather than as part of a coherent information systems strategy. Inventory is tracked manually, customer data is siloed across multiple unconnected platforms, and sales performance is reported through manually compiled spreadsheets. Each department of Sales, Finance, and Inventory operates an independent software system with no integration layer connecting them. According to O'Brien and Marakas (2011), organisations that rely on disconnected legacy systems face compounding inefficiencies as they scale, particularly in customer-facing operations where data accuracy and speed of response are critical. Maldiva Ltd.'s situation exemplifies this challenge: the absence of a unified data model means that any piece of information must be manually reconciled across multiple systems, increasing both the time required and the likelihood of error. Schäfermeyer et al. (2012) reinforce this view, demonstrating in their empirical study of mid-sized retailers that system fragmentation significantly increases operational costs and reduces the organisation's capacity to respond to market changes in a timely manner.

2.2 Inefficiencies and Gaps
[bookmark: _Toc235039929]The manual inventory system represents one of the most damaging inefficiencies. Without real-time visibility into stock levels, the organisation cannot reliably fulfil online orders, leading to customer dissatisfaction and costly refund processes. Research by Chopra and Meindl (2016) demonstrates that real-time inventory visibility is a fundamental requirement for omnichannel retail operations, and its absence directly reduces customer lifetime value.
The CRM gap is equally significant. The inability to access consolidated purchase histories means the marketing team cannot deliver targeted campaigns, while the customer support team is unable to resolve complaints efficiently. This is consistent with Kumar and Reinartz's (2018) argument that personalised, data-driven CRM is no longer a competitive differentiator but a baseline expectation among modern consumers. Nguyen and Mutum (2012) similarly identify CRM system integration as a critical factor in building long-term customer loyalty, noting that organisations which fail to unify customer touchpoints experience measurably higher churn rates than those with consolidated CRM platforms.
From a governance perspective, the absence of secure access controls and the dispersed nature of customer data storage represent a material GDPR compliance risk. Under Article 5 of the GDPR, organisations are required to implement appropriate technical and organisational measures to ensure data integrity and confidentiality (Information Commissioner's Office, 2023). Maldiva Ltd.'s current systems fall substantially short of this requirement, exposing the company to regulatory penalties and reputational damage.
The lack of real-time reporting further undermines strategic decision-making. As Turban et al. (2018) note, organisations that depend on manually compiled reports are systematically disadvantaged in dynamic markets, where the latency between events and management awareness directly affects the quality of strategic responses.

[bookmark: _Toc235039930]3 Recommended Solution 
3.1 Proposed System: Integrated ERP with CRM and Business Intelligence Modules
[bookmark: _Toc235039931]This consultancy recommends the implementation of a cloud-based Enterprise Resource Planning (ERP) system with fully integrated CRM and Business Intelligence (BI) modules. Specifically, Microsoft Dynamics 365 is proposed as the core platform, supplemented by Microsoft Power BI for advanced analytics and reporting. This combination addresses all five identified challenges within a single, interoperable technology ecosystem. Enterprise Resource Planning systems are designed to unify core business functions including inventory management, finance, sales, and human resources within a single database architecture (Monk and Wagner, 2013). By eliminating the data silos that currently characterise Maldiva Ltd.'s operations, an ERP system ensures that all departments work from a single version of the truth, reducing errors and improving operational responsiveness. Amid and Moalagh (2012) conducted a comprehensive analysis of ERP critical success factors and found that organisations adopting integrated ERP platforms reported significant improvements in cross-departmental process efficiency, with data accuracy improvements of up to 40% compared to pre-implementation baselines.

3.2 Justification for the Recommendation
[bookmark: _Toc235039932]Business Needs Alignment: Microsoft Dynamics 365 offers dedicated modules for retail inventory management, CRM, and financial reporting, directly addressing each of Maldiva Ltd.'s identified pain points. The platform supports real-time inventory synchronisation across physical and online channels, enabling accurate stock visibility and reducing fulfilment failures (Microsoft, 2024).
Scalability: As a cloud-native solution, Dynamics 365 is inherently scalable. Maldiva Ltd. can begin with core ERP and CRM modules and incrementally activate additional capabilities as the business expands, without incurring prohibitive upfront infrastructure costs. This aligns with the Software-as-a-Service (SaaS) model, which Gartner (2023) identifies as the dominant deployment strategy for enterprise applications due to its flexibility and reduced total cost of ownership.
Cost Efficiency: Cloud ERP eliminates the capital expenditure associated with on-premises hardware and reduces ongoing IT maintenance costs. The subscription-based pricing model provides predictable operating expenditure, which is particularly advantageous for a growing mid-market retailer such as Maldiva Ltd.
GDPR Compliance: Microsoft Dynamics 365 is built with data protection by design, incorporating role-based access controls, audit trails, data encryption at rest and in transit, and built-in compliance tooling. These features directly address Maldiva Ltd.'s current compliance deficiencies and reduce the risk of regulatory penalties (Microsoft, 2024; Information Commissioner's Office, 2023).

3.3 How the System Will Improve Operations
[bookmark: _Toc235039933]The integrated ERP solution will transform Maldiva Ltd.'s operations across four dimensions.
First, real-time inventory management will synchronise stock levels across all 30 stores and the e-commerce platform, eliminating the discrepancies that currently drive customer complaints and refunds. Automated reorder triggers will reduce both overstock and stockout scenarios, improving working capital efficiency (Chopra and Meindl, 2016).
Second, the unified CRM module will consolidate all customer data purchase history, communication logs, support interactions into a single profile accessible to both marketing and customer service teams. This enables segmented, personalised marketing campaigns and faster complaint resolution, directly improving customer satisfaction scores and retention rates (Kumar and Reinartz, 2018).
Third, the integration of Power BI with the ERP system will replace manual spreadsheet reporting with automated, real-time dashboards. Management will gain immediate visibility into sales trends, inventory performance, and financial metrics, enabling proactive rather than reactive decision-making. As Turban et al. (2018) argue, Business Intelligence systems are a critical enabler of evidence-based management in complex retail environments. Elbashir et al. (2011) provide empirical support for this claim, demonstrating that organisations integrating BI tools with their core ERP platforms achieve significantly stronger management control and report higher levels of strategic alignment compared to those relying on standalone reporting tools.
Fourth, by centralising all data within a single platform governed by robust access controls, Maldiva Ltd. will substantially improve its compliance posture and reduce the risk of data breaches. This is not merely a regulatory necessity but also a strategic advantage, as consumer trust in data handling is increasingly influential in purchase decisions (Zuboff, 2019).

[bookmark: _Toc235039934]4 Implementation plan 
4.1 Phased Implementation Approach
[bookmark: _Toc235039935]A phased implementation strategy is recommended to minimise operational disruption and manage risk effectively. The plan is structured across four stages over a twelve-month period:
Phase 1 – Discovery and Design (Months 1–2): Conduct a detailed requirements analysis involving key stakeholders from Sales, Finance, Inventory, Marketing, and IT. Map existing data structures and define migration pathways. Finalise system configuration specifications and appoint an implementation partner.
Phase 2 – System Configuration and Data Migration (Months 3–5): Configure the ERP, CRM, and BI modules to reflect Maldiva Ltd.'s operational requirements. Cleanse and migrate historical data from legacy systems. Establish integration connectors between the new platform and any remaining legacy tools during the transition period.
Phase 3 – Pilot Deployment and Testing (Months 6–8): Deploy the system to a pilot group of five stores and the e-commerce platform. Conduct user acceptance testing, identify issues, and refine configurations. Validate data accuracy, workflow automation, and reporting outputs against business requirements.
Phase 4 – Full Rollout and Optimisation (Months 9–12): Roll out the system to all 30 stores and retire legacy systems. Conduct post-implementation review and fine-tune configurations based on operational feedback. Establish ongoing system governance and support structures.

4.2 Training and Change Management System
[bookmark: _Toc235039936]Effective user adoption is critical to realising the benefits of the new system. A structured training programme will be developed for three user groups: store operations staff, head office functional teams (Finance, Marketing, HR), and senior management. Training will combine role-specific e-learning modules with hands-on workshops facilitated by the implementation partner. Competency assessments will be conducted at the end of each training cohort to ensure staff are confident and capable prior to go live.
Change management will be guided by Kotter's (1996) eight-step model for leading change, with particular emphasis on communicating the vision for the new system, addressing resistance through early stakeholder engagement, and celebrating short-term wins to build momentum throughout the implementation. Designated change champions within each store will provide peer-to-peer support during the transition period. Regular progress updates will be shared with all staff through internal communications to maintain transparency and reinforce organisational commitment to the transformation.

4.3 Potential Challenges and Mitigation Strategies
[bookmark: _Toc235039937]Data quality issues during migration: Mitigated by a dedicated data cleansing workstream in Phase 2, with data quality metrics agreed upfront with business stakeholders.
Resistance to change from store staff: Mitigated through early involvement, transparent communication, and a robust training programme as described above.
Integration complexity with legacy systems: Mitigated by implementing API-based connectors during the transition period, with legacy system decommissioning only after full validation.
Cost overruns: Mitigated by fixing scope in Phase 1 and establishing a governance committee with authority to manage change requests and budget variances.

Conclusion 
[bookmark: _Toc235039938]Maldiva Ltd. faces a critical inflection point. Its current information systems are incompatible with the scale and complexity of its operations, and the consequences stock discrepancies, poor customer experience, slow decision-making, and regulatory non-compliance will intensify as the business continues to grow. A failure to act risks both commercial performance and legal standing.
This proposal recommends the implementation of Microsoft Dynamics 365 as an integrated ERP and CRM platform, supplemented by Power BI for business intelligence. This solution directly addresses all five identified challenges, offering real-time inventory management, unified customer data, automated reporting, GDPR-compliant data governance, and seamless cross-departmental integration. The phased twelve-month implementation plan, supported by structured training and change management, is designed to minimise disruption while accelerating time to value.
The investment in a modern, integrated information system is not merely an operational necessity it is a strategic enabler that will position Maldiva Ltd. to scale sustainably, compete effectively, and deliver the customer experience that drives long-term loyalty and revenue growth.
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