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1. Introduction
Maldiva Ltd. is a fast-growing consumer electronics retailer operating 30 physical stores alongside an e-commerce platform. Strong sales growth creates an opportunity for expansion, yet the organisation’s information systems have not developed at the same pace. Manual inventory control, fragmented customer records, spreadsheet-based reporting, weak access controls and disconnected departmental applications are now constraining operational performance and customer service.
Information systems are valuable when they collect, process, store and distribute information in ways that support coordination, control and decision-making (Laudon and Laudon, 2020). Maldiva currently has substantial data but lacks a dependable mechanism for converting it into consistent information across the business. The central problem is therefore not simply “old software”; it is fragmentation of data, processes and accountability.
This report recommends a phased implementation of a cloud-based Enterprise Resource Planning (ERP) platform integrating real-time inventory and order management, Customer Relationship Management (CRM), a centralised data environment and Business Intelligence (BI) dashboards. Security and information governance should be embedded throughout the architecture. The proposal is evaluated against Maldiva’s requirements for operational efficiency, customer satisfaction, cost, scalability, decision quality and compliance.

2. Evaluation of Existing Systems
Maldiva’s current systems create weaknesses at operational, managerial and strategic levels. The people–organisation–technology perspective is useful because information-system performance depends not only on software but also on organisational processes and the people who use them (Laudon and Laudon, 2020). Replacing individual applications without redesigning how information flows would therefore address symptoms rather than the underlying problem.
The most immediate weakness is inventory management. Stock is tracked manually and is not synchronised reliably between stores and the e-commerce platform. Customers can consequently order products that appear available online but are unavailable physically, leading to cancellations, refunds and loss of trust. Store managers also lack an accurate cross-company view of overstocked and understocked products. Database design is particularly important in inventory environments because consistent structures and controlled data definitions reduce duplication and support reliable retrieval (Bocij, Greasley and Hickie, 2019). Maldiva’s current process instead allows several versions of the same stock position to exist.
Customer information is similarly fragmented. Purchase histories, complaints and marketing data are stored across disconnected systems, so customer-service staff cannot see a complete record and marketing cannot segment customers reliably. CRM should create coordinated customer knowledge rather than operate as an isolated electronic contact list. Guerola-Navarro et al. (2021) link effective CRM use with organisational performance, indicating that customer information creates greater value when it contributes to wider decision-making.
Management reporting is another significant gap. Sales reports are compiled manually in spreadsheets, creating delays and opportunities for transcription, formula and version-control errors. Managers are therefore reacting to historic information rather than monitoring current performance. BI capabilities can improve organisational performance by enabling data to be analysed and transformed into useful managerial insight (Chen and Lin, 2021). However, analytics can only be trusted when the underlying data are accurate and consistently governed.
The final weakness concerns security and regulatory compliance. Fragmented customer records and inadequate access controls make it difficult to demonstrate who can access personal information, why it is retained and whether it remains accurate. The UK GDPR requires appropriate technical and organisational measures as well as accountability for personal-data processing (Information Commissioner’s Office, n.d.-a). Maldiva’s existing environment therefore represents not only an efficiency problem but also a legal, reputational and cyber-risk exposure.

3. Recommended Solution
3.1 Integrated cloud-based ERP
A cloud-based ERP platform should become the core of Maldiva’s information architecture. ERP systems are designed to integrate previously separate business functions through shared processes and common data (Laudon and Laudon, 2020; Tavana, 2017). For Maldiva, the platform should connect point-of-sale transactions, e-commerce orders, inventory, purchasing, finance and customer-service information.
The primary benefit would be a single source of operational truth. A sale in a physical store should reduce available inventory immediately, while an online order should reserve stock within the same environment. Managers could then view stock across all 30 stores and the online channel without manual reconciliation. Automatic reorder rules could be based on actual demand and agreed stock thresholds, reducing both shortages and excess inventory.
Cloud deployment is appropriate because Maldiva is expanding and requires capacity that can scale across locations without a separate infrastructure project for each store. Cloud ERP can improve accessibility and flexibility, but adoption still creates organisational, technical and integration challenges (Haddara, Gøthesen and Langseth, 2022). Cloud technology should therefore be treated as an enabling delivery model rather than an automatic solution. Procurement should therefore test provider resilience, data portability, service levels and an exit route to reduce vendor lock-in.
Cost should be assessed through Total Cost of Ownership rather than subscription price alone. Implementation, configuration, migration, integration, training, support and downtime are material costs. A low-cost platform that requires extensive manual workarounds or weak integration could ultimately be more expensive than a more capable system. Maldiva should therefore compare vendors on long-term business value, not only initial price.
3.2 Integrated CRM and customer information
CRM capability should be integrated with the ERP rather than introduced as another stand-alone system. A single customer record should link online and store purchases, returns, support contacts and marketing permissions. Customer-service staff would gain immediate access to relevant purchase information, while marketing could segment customers using reliable behavioural data.
The benefit is both operational and strategic. Faster complaint resolution can improve service quality, while better customer knowledge can support more relevant promotions. However, centralisation also increases the impact of poor governance because a larger volume of personal information becomes accessible from one environment. Access should therefore follow the principle of least privilege, with role-based permissions and regular reviews. Marketing consent, retention and customer rights should also be managed consistently. The Information Commissioner’s Office (n.d.-b) emphasises data protection by design and by default, meaning privacy controls should be built into the system rather than added after implementation. Proposed profiling should also be screened for privacy risk, with a Data Protection Impact Assessment completed where high-risk processing is identified.
3.3 Business Intelligence and decision support
ERP and CRM data should feed a BI layer providing role-specific dashboards. Key measures should include sales by store and channel, real-time stock availability, stock turnover, order-fulfilment time, returns, customer complaints, gross margin and forecast demand. This would replace retrospective spreadsheet compilation with current, drillable information.
Chen and Lin (2021) demonstrate that BI capabilities can contribute to firm performance, but the critical word is capability: software does not create insight unless the organisation has reliable data, relevant measures and managers able to interpret them. Maldiva should therefore introduce a limited set of decision-focused dashboards before adding more advanced analytics. DeLone and McLean’s (2003) information-systems success model is useful here because system quality and information quality should be considered alongside use, user satisfaction and net organisational benefits. Baselines should be recorded before rollout so that improvements in stock accuracy, cancellations and reporting time are demonstrated rather than assumed.
3.4 Information security and governance
Security should be designed across the new environment. Controls should include role-based access, multi-factor authentication for privileged functions, encryption, audit logs, backup and recovery, vulnerability management and a documented incident-response process. Data governance should specify ownership for customer, product, inventory and financial data; rules for data quality; retention periods; and authority to amend records.
This is important because integration increases both value and dependency. Incorrect product or pricing data entered once may quickly affect stores, online sales and management reporting. Equally, compromised credentials may provide access to a wider range of information. Governance, staff awareness and management accountability are therefore as important as technical controls.
3.5 Why an integrated suite is preferred to separate upgrades
An alternative would be to purchase separate “best-of-breed” applications for inventory, CRM and analytics and connect them through interfaces. This could provide deeper specialist functionality and may allow individual departments to choose familiar tools. However, it would also preserve a key source of Maldiva’s current problem: multiple systems with separate ownership, interfaces and data definitions. Each integration point introduces additional testing, maintenance and failure risk. For a retailer whose immediate priority is consistent stock, customer and sales information, an integrated suite offers stronger control over master data and cross-functional processes. The recommendation does not require every capability to come from one vendor, but any specialist application should connect through governed APIs and should not create an alternative version of core data.
This balance is important because excessive ERP customisation can increase cost and complicate upgrades, while excessive standardisation may force unsuitable processes on the business. Maldiva should therefore adopt standard ERP processes where they meet operational requirements and customise only where a clear business case exists. That approach preserves scalability while reducing the risk that the new system becomes another difficult-to-maintain legacy environment. Table 1 provides a concise comparison of the strategic alternatives and supports the integrated recommendation.

Table 1. Comparative evaluation of system options
	Criterion
	Status quo
	Separate upgrades
	Integrated ERP-led suite

	Integration
	Low
	Medium; interface-dependent
	High; shared core data

	Decision support
	Delayed spreadsheets
	Improves by function
	Enterprise BI view

	Scalability
	Weak
	Medium
	High

	Key risk
	Errors and compliance exposure
	New silos and interface failure
	Migration, outage and vendor dependency



4. Implementation Plan
A phased implementation is recommended rather than a company-wide “big bang” replacement. ERP projects can create significant organisational disruption, and post-implementation success depends on factors including change management, user involvement, training and continued support (Butarbutar et al., 2023). A phased approach reduces the operational consequences of failure and provides opportunities to learn before wider rollout.
Stage 1 should establish requirements and map existing processes. Representatives from stores, e-commerce, finance, marketing, customer service and IT should identify critical processes, pain points and data owners. Existing inefficiencies should not simply be reproduced electronically. Requirements should distinguish essential functionality from desirable customisation so that unnecessary complexity is controlled.
Stage 2 should evaluate vendors and design the solution. Assessment criteria should include ERP and CRM functionality, e-commerce and point-of-sale integration, security, scalability, service-level agreements, implementation support, data portability and Total Cost of Ownership. A proof of concept should test the most business-critical transaction: whether a store or online sale updates the same inventory record accurately and quickly.
Stage 3 should cleanse and migrate data. Product codes, customer records, stock balances and supplier information should be deduplicated, standardised and validated before migration. Moving poor-quality data directly into the new platform would institutionalise existing problems and undermine confidence in BI outputs.
Stage 4 should pilot the system in a small number of representative stores together with the e-commerce channel. The pilot should test inventory accuracy, order reservation, CRM histories, financial interfaces, permissions, reporting and recovery procedures. Go-live criteria should be defined before the pilot begins rather than decided after problems emerge.
Stage 5 should focus on training and change management. Davis’s (1989) Technology Acceptance Model identifies perceived usefulness and perceived ease of use as key influences on technology adoption. Training should therefore be role-specific and demonstrate how the system reduces real tasks such as stock reconciliation, complaint searching and spreadsheet preparation. Super-users should be developed in stores and head-office functions so that support is available close to the work.
Stage 6 should roll out gradually and measure benefits. Baseline values should be recorded before rollout. Suitable indicators include inventory accuracy, online cancellations caused by stock errors, order-fulfilment time, reporting preparation time, complaint-resolution time, system availability, user adoption and customer satisfaction. These measures should be reviewed after implementation because a technically successful go-live does not prove that the investment has delivered business value. DeLone and McLean (2003) similarly distinguish system success from broader organisational benefits, reinforcing the need for post-implementation evaluation.
Governance should run across all stages. A senior business sponsor should own expected benefits, while an implementation steering group should include IT, finance, operations, e-commerce, customer service and data-protection representation. Key risks should be maintained in a live register, including migration errors, integration failure, cyber incidents, business disruption, resistance to change and vendor dependency. Contingency plans should include tested backups, rollback arrangements and temporary manual procedures for critical sales and fulfilment activities. This governance structure recognises that an ERP programme changes business processes and responsibilities as well as technology. Benefit ownership should remain with business managers rather than being transferred to the software supplier.

5. Conclusion
Maldiva Ltd.’s operational difficulties originate primarily from fragmented information, inconsistent processes and weak governance rather than from one defective application. Manual inventory, disconnected customer records and spreadsheet reporting prevent the organisation from converting increasing volumes of data into reliable operational and managerial information. Continuing with the current architecture would make expansion increasingly difficult and would expose the company to greater service, financial and regulatory risk.
A cloud-based ERP architecture integrating inventory, orders, CRM, centralised data and BI offers the strongest fit with Maldiva’s needs. It should improve stock accuracy, customer visibility, decision speed and scalability while creating a clearer basis for information governance. Nevertheless, the recommendation is not based on technology alone. Data quality, cybersecurity, process redesign, employee acceptance and management ownership are critical conditions for success.
A phased implementation, beginning with process mapping and a controlled pilot, therefore provides a better risk–benefit balance than a company-wide immediate replacement. If the organisation measures outcomes as well as system performance, the proposed information environment can support both current operational recovery and sustainable future growth.
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