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Evaluating the operational challenges at Maldiva Ltd under outdated or inefficient IT systems and recommending a solution for an upgraded system
[bookmark: _Toc234510153]1. Introduction
[bookmark: _Toc234510154]1.1 Overview of the business case
The report introduces the business case of Maldiva Ltd. Maldiva is a fast-growing retailer of consumer electronics, which is operating with over 30 retail stores, followed by e-commerce platforms. Although the firm experiences strong sales growth, it faces potential operational challenges because of outdated IS infrastructure. This particular weakness has been undermining its customers’ satisfaction rates, increasing compliance issues and negatively impacting business performance.
[bookmark: _Toc234510155]1.2 Key challenges faced by the organisation
One of the core operational challenges faced by Maldiva is poor inventory management. According to the case scenario, the retailer has been using a manual tracking system, which creates discrepancies within the channel between online and physical stores. This led to order cancellations, refunds to customers and severe reputational damage. Apart from this, customer relationship management (CRM) has shown an equally challenging scenario with fragmented data systems in terms of storage. The issue prevented personalised marketing and further hindered effective management of customer grievances. 
At the same time, the decision-making process also shows a compromising situation since the operations manager at Maldiva depended on manual spreadsheets, which remained outdated or inaccurate. Additionally, GDPR non-compliance and disintegration across departmental functions increase time constraints and errors. Thus, the challenges show a need for an evolutionary approach to introduce a modern, integrated IS that can streamline operations and increase efficiency at Maldiva. 
[bookmark: _Toc234510156]2. Evaluation of existing systems
[bookmark: _Toc234510157]2.1 Analysis of the current information system
With the rapid growth of Maldiva, limitations have been exposed with its outdated information system (IS). The firm shows a degree of dependence on manual practices, a fragmented storage system for data management and poorly connected platforms, which creates systemic inefficiencies. Evidence indicates that manual processes in modern workplaces reduce business growth with poor scalability (Codesoltech, 2026). Therefore, critically understanding the situation, the Fishbone technique has been applied to analyse the root cause of Maldiva’s operational challenges. According to Kumah et al., (2024) the Fishbone diagram is a strategic diagnostic tool that identifies the positive cause(s) and also determines the solution to address the problem. Hence, the analysis of the current operational challenges is highlighted below.
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Figure 1: The Fishbone Analysis of the root cause(s) at Maldiva Ltd
(Source: Author)
People - Human Factor
· As per the business scenario, store managers at Maldiva and staff depend on manually driven inventory updates, which increases the possibility of human errors.
· Secondly, employees spend excess time and sharing data across departments, which reduces productivity.
· Change resistance is prominent due to a lack of staff training on the use of digital tools. As noted by Cieslak and Valor (2024), employee resistance could be one of the reasons for the digital transformation failure within organizations. The case shows that employees rely on manual processes, where training is needed to improve knowledge and understanding of available advanced technologies.
Process - Operational Factor
· Inventory management shows a reactive situation, which leads to overstocking and stockouts 
· Despite sales growth, slow reporting is a significant concern, where managers manually compile spreadsheets, which delays decision-making.
· Customer grievances and complaints are another aspect that has been handled inefficiently under poor record-keeping. As mentioned by Vain (2024), inadequate complaint handling not only affects the trust of customers but also results in reduced customer loyalty.
· Additionally, marketing campaigns at Maldiva show a precision gap, typically identified through the "one-size-fits-all” promotions, thus impacting customer behaviour.
Technology - System Factor
· In general, the current IS system at Maldiva is outdated, introducing a siloed structure and poor integration across departments.
· Secondly, real-time dashboards and automated reporting are missing within the existing IS infrastructure. This has limited visibility.
· Most importantly, the CRM system used by Maldiva at present is fragmented and prevents a single focus on customer data. According to Rajkumar et al., (2024) an advanced CRM platform provides a single spreadsheet containing customer details, thus eliminating manual handling of multiple spreadsheets. 
· Further, the inventory system lacks coordination with e-commerce platforms, which disrupt stock management across online and physical retail stores.
Data - Information Management Factor
· As already stated, operations managers and staff at Maldiva use multiple spreadsheets to handle customer data, which creates a disruption across systems, thus leading to consolidation failure. 
· Sales data highlights higher inaccuracies because of manual compilation
· Unsecured access further increases cybersecurity risks with unauthorised access to customer data. Cremer et al., (2022) explained that cybercrime has increased by 50% over the last decade, which identifies the need for standardised data security, mandatory reporting & public awareness. Considering the case, outdated IS increased unauthorised access and potential cybercrime risks.
Compliance - Legal & Ethical Factor
· This current system exhibits non-compliance with the GDPR, putting Maldiva at the risk of getting sued, including the risk of being fined
· Poor security infrastructure creates the possibility of cybercrime and data theft
· The absence of an audit process further minimizes accountability
· Ethical issues arise from the poor handling of customer data
Integration - Connectivity Factor
· As can be seen from the case study scenario, various departments such as sales, finance, IT and inventory are structured with silos which make them inefficient.
· Human error is bound to take place as well as cause delays because manual entry and transfer of data among departments takes place.
[bookmark: _Toc234510158]2.2 Identification of inefficiencies and gaps
From the above analysis, multiple inefficiencies are identified:
· Poor inventory management - It has been observed that the manual process creates stock desynchronisation between e-commerce platforms and physical stores of Maldiva. The situation increases customer dissatisfaction and frequent refunds, which causes financial and reputational risks.
· CRM limitations - Through the analysis, it has been identified that fragmentation in handling customer data directly affects personalised engagement. For this reason, the marketing team of Maldiva fails to design targeted campaigns. Correspondingly, customer support teams struggled in resolving customer complaints. 
· Compliance risks - Limited data security and unauthorised access increase data vulnerability and even exposed sensitive information. Additionally, the firm shows non-compliance with GDPR and reduces ethical values. 
· Integration failures - The siloed process observed across departments establishes a disconnected approach to data sharing between cross-functional teams. This forces staff to manual data transfer. 
[bookmark: _Toc234510159]3. Recommended Solution
The identified operational challenges based on the above analysis highlight an outdated, fragmented, as well as non-compliant IS system. The analysis informs that while the root cause is the firm’s reliance on existing IS systems, multiple conditions have driven the challenges. 
[bookmark: _Toc234510160]3.1 New/Upgraded information system
Multiple solutions are recommended structurally to ensure an overall improvement in the IS infrastructure.
Integration of an ERP System
According to the evidence by Hasan (2021), technology-based businesses have been operating with greater flexibility, where “Enterprise Resource Planning” (ERP) is an advanced information system managing the heavy workload of organisations with ease. In the current case of Maldiva, the ERP system can unify multiple units, including sales, finance and inventory, into a single point for real-time operations management. Evidence suggests that ERP presents real-time visibility of stocks across different retail outlets, thus eliminating discrepancies (MENON, 2024). At Maldiva, this will reduce customer complaints and refund risks.
Upgradation of CRM Platform 
An advanced “Customer Relationship Management” (CRM) system is effective in centralising customer data and encouraging personalised marketing (Gomez et al., 2020). In the current business scenario, a deficit has been observed, which causes failure in designing targeted promotions. With a consolidated purchase history and frequent customer interactions will not only help the firm to take prompt actions for complaint resolution but also strengthen its customer loyalty. Additionally, CRM ensure GDPR compliance with data security, managing customer consent when gathering sensitive data and authorised access. This will directly address legal and ethical risks as observed from the evaluation.
Business Intelligence (BI) and Analytics
In the next focus, Power BI - a business intelligence tool can support Maldiva’s reporting and real-time management of functional units (sales, supply chain, and marketing) (Khilari et al., 2022). As stated by Agrawal et al., (2023) predictive analytics is an advanced solution that enhances forecasting capacity and allows managers anticipate demands that further help in effective stock management. At Maldiva, both Power BI and predictive analytics will help in reducing overstocking or stockouts. This will increase revenue streams. 
Compliance and Cybersecurity Enhancement
From the evaluation, it has been observed that unauthorised access and GDPR non-compliance have raised data security risks at Maldiva Ltd. Therefore, a robust cybersecurity system will be implemented. In this regard, authorised access controls (such as RBAC), data encryption and audit will be designed to prevent exposure of sensitive data of customers (None Edrian et al., 2024). Further, compliance monitoring will be performed regularly. 
[bookmark: _Toc234510161]3.2 Justification for the recommendation based on business needs, efficiency, cost, and scalability
Considering the business scenario, the provided solutions are effective for Maldiva in numerous ways:
· Meeting business needs - This is an important aspect considered when proposing the solutions. Each recommendation will contribute directly to preventing inventory issues, fragmented CRM platforms and reporting issues.
· Operational efficiency - At its core, the solutions will promote an automated workflow system, which will reduce errors, maintain time efficiency and enable real-time decision-making using dashboards. 
· Cost and Scalability - Deploying Power BI, ERM and advanced CRM will not only eliminate financial losses but also improve the brand image. Additionally, an integrated system through ERP will ensure a unified management of store formats, product lines, as well as customer bases. 
[bookmark: _Toc234510162]3.3 Explanation of how the system will improve operations, data management, and decision-making
With the identified improved systems, the following has been noted:
· Operational improvement - The ERP integration will streamline workflow, prevent duplication and enhance order fulfilment accuracy and speed.
· Effective data management - CRM-based centralisation not only encourages accuracy and security but also will enhance authorised access to customer data. Additionally, the Power BI will support data reliability & forecasting. 
· Decision-Making - The application of real-time dashboards as well as predictive analytics will not only empower retail managers of Maldiva Ltd but also enable evidence-based decision-making for revenue growth, besides strategic planning.
[bookmark: _Toc234510163]4. Implementation Plan
	Step
	Action
	Considerations
	Key challenges
	Timeline

	Selection of systems
	Evaluation of ERP and CRM vendors like SAP, NetSuite, and Odoo. 
This will be performed in terms of cost, scalability &compliance
	The key considerations are:
A proper alignment of systems with the firm’s revenue growth & budget
	Potential risks include vendor lock-in and high upfront costs
	Month 1-2

	Pilot testing and rollout
	Deployment of ERP, CRM and Power BI across selected stores of Maldica and e-commerce platforms.
	Testing inventory synchronisation.
Reporting dashboards
Integration of customer data
	Resistance to change on digital tool integration by staff
Technical glitches when pilot testing
	Month 3

	Training and change management
	Offering role-specific training to staff and managers
	Workshops, training manuals, ongoing support tools that help in building digital literacy
	Staff reluctance in adopting the new systems
Training fatigue
	Month 5-6

	Full deployment
	Roll out of ERP, CRM and Power BI across 20 stores and e-commerce platforms
	Integration of finance, marketing, supply chain and sales departments to ensure a seamless data flow
	System downtime at transition stage 
Error in data migration
	Month 7-9

	Cybersecurity and GDPR compliance
	Implementing role-based access
Data encryption
GDPR compliance
Auditing
	Regular checking of compliance
Security audit
	Possible vulnerabilities at the time of integration
	Month 10 and ongoing

	Monitoring and continuous improvement
	Tracking KPIs such as order fulfilment rates, customer satisfaction score and forecasting accuracy
	Using BI dashboard for real-time tracking
Schedule updation
	Ongoing cost necessity for system upgrades
Vendor support costs
	Ongoing


Table 1: The implementation plan
(Source: Author)
[bookmark: _Toc234510164]5. Conclusion
Overall, the information gathered from the business scenario has provided significant information on key operational challenges of Maldiva Ltd. As per the analysis performed using the Fishbone framework, the evidence gathered shows an outdated and fragmented IS system, which became the root cause of all inefficiencies in the retail organisation. The mitigation of these challenges therefore informs the importance of integrated systems like ERP, CRM, Power BI and predictive analytics in increasing operational effectiveness, robust data management and security systems. With the ongoing modernisation of the organisation, Maldiva needs an upgrade of its legacy system to streamline operations, increase data accuracy and improve forecasting. The implementation of these solutions is expected to achieve greater scalability as well as customer satisfaction, which will ensure sustainable growth and competitive advantages. 


[bookmark: _Toc234510165]Reference list
Agrawal, S., Chintha, V.R., Pamadi, V.N., Aggarwal, A. and Goel, P. (2023) ‘The Role of Predictive Analytics in Inventory Management.’Universal Research Reports, 10(4), pp.456–472. Available at:https://doi.org/10.36676/urr.v10.i4.1358
Cieslak, V. and Valor, C. (2024) ‘Moving beyond conventional resistance and resistors: An integrative review of employee resistance to digital transformation.’Cogent Business & Management, 12(1). Available at:https://doi.org/10.1080/23311975.2024.2442550
Codesoltech (2026) Why Manual Work Slows Down Business Growth in 2026? [online] CodeSol Technologies. Available at: https://www.codesoltech.com/blog/manual-work-slows-down-business-growth/[Accessed 9 July 2026]
Cremer, F., Sheehan, B., Fortmann, M., Kia, A.N., Mullins, M., Murphy, F. and Materne, S. (2022) ‘Cyber risk and cybersecurity: A systematic review of data availability.’The Geneva Papers on Risk and Insurance - Issues and Practice, 47(3), pp.698–736. Available at:https://doi.org/10.1057/s41288-022-00266-6
Gomez, H., Navarro, V.G., Badenes, R.O. and Quilis, J.A.L. (2020) ‘Customer relationship management: Digital transformation and sustainable business model innovation.’Economic Research-EkonomskaIstraživanja, [online] 33(1), pp.2733–2750. Available at:https://doi.org/10.1080/1331677X.2019.1676283
Hasan, M.T. (2021) ‘Impact of ERP System in Business Management’ Researchers World - International Refereed Social Sciences Journal. [online] Doi.org. Available at: https://doi.org/10.18843/ijms/v5i4(4)/03
Khilari, D.S., Singh, C. and Mane, M.B. (2022) Business Intelligence Tool-Power BI for Performance Management. [online] Papers.ssrn.com. Available at: https://papers.ssrn.com/sol3/papers.cfm?abstract_id=4177482[Accessed 9 July 2026]
Kumah, A., Nwogu, C.N., Issah, A.-R., Obot, E., Kanamitie, D.T., Sifa, J.S. and Aidoo, L.A. (2024) ‘Cause-and-Effect (Fishbone) Diagram: A Tool for Generating and Organizing Quality Improvement Ideas.’Innovations Journals, [online] 7(2), pp.85–87. Available at:https://doi.org/10.36401/JQSH-23-42
MENON, A.K. (2024) ‘Evaluating the role of ERP systems in streamlining order management and inventory optimization for U.S. retailers.’World Journal of Advanced Research and Reviews, 22(3), pp.2286–2294. Available at:https://doi.org/10.30574/wjarr.2024.22.3.1776
None Edrian S. Abduhari, Shaik, C., None Alsimar B. Adidul, None Jimrashier H. Ladja, None Ersin S. Saliddin, Adin, J., None Fradzkhan A. Rumbahali, Sali, B., None Jumadam M. Jemser and None Shernahar K. Tahil (2024) ‘Access Control Mechanisms and Their Role in Preventing Unauthorized Data Access: A Comparative Analysis of RBAC, MFA, and Strong Passwords.’Natural Sciences Engineering and Technology Journal, [online] 5(1), pp.418–430. Available at:https://doi.org/10.37275/nasetjournal.v5i1.62
Rajkumar, D.N., Perumal, R., Dwivedi, P.K. and Kumar, P. (2024) ‘The Role of Customer Relationship Management (Crm) Systems In Small Business Marketing.’ResearchGate, [online] 20(12), pp.655–663. Available at: https://www.researchgate.net/publication/394864548_The_Role_Of_Customer_Relationship_Management_Crm_Systems_In_Small_Business_Marketing[Accessed 9 July 2026]
Vain, C. (2024) The Link Between Complaints Handling and Brand Reputation. [online] CPD Online College. Available at: https://cpdonline.co.uk/knowledge-base/business/link-between-complaints-handling-brand-reputation/[Accessed 9 July 2026]
Page | 13

image2.png
Manual Data Enty Erors

Manuat ventoy Tracking
Slow Sales Reporting
neffcien Complin Handing

Outdted sstems
Nt RealTime Anaytics

Disconnected Platforms

Maldiva Ltd.

Root Causes

Fragmented Customer Records
Inaccurae Sals Reports
Lackof Data Security

GOPR Non Compliance
Weak Access Controls

Riskof Data reach

Sioed Systems
Manual Data Tansfer

Lackof Worklow Integration




image1.png
Prifysgol Cymru
¥ Drindod Dew Sant

J University of Wales
Trinity Saint David




