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[bookmark: _Toc236577920]1. Introduction
Maldiva Ltd. is a rapidly growing consumer electronics retailer operating 30 physical stores and an e-commerce platform. Its sales growth creates a valuable opportunity for expansion, but its information systems have not developed at the same speed. Manual inventory records, disconnected customer databases, spreadsheet reporting, weak access controls and separate departmental applications now restrict performance. In my assessment, these are not five independent technical problems. They are symptoms of one underlying issue: Maldiva lacks a reliable, integrated source of business information.
This proposal evaluates the present situation and recommends a cloud-based integrated retail information system. The proposed architecture combines Enterprise Resource Planning (ERP), an Order Management System (OMS) with real-time inventory, Customer Relationship Management (CRM), and Business Intelligence (BI). I argue that this combination is appropriate because it connects operational transactions, customer activity and management reporting while supporting security and future growth. Enterprise systems can deliver operational, managerial, strategic, organisational and infrastructure benefits when aligned with business processes (Shang and Seddon, 2002). Therefore, the objective is not simply to purchase software; it is to redesign how Maldiva records, shares and uses information.
The most urgent challenges are inaccurate stock availability, cancelled online orders, inefficient replenishment, fragmented customer records, slow complaint handling, outdated reports, weak forecasting, GDPR risk and repeated manual data transfer. Collectively, these failures increase cost and reduce customer trust. The proposal consequently prioritises data accuracy, process integration, controlled access and measurable business outcomes. This reflects the wider role of information systems in coordinating people, processes and technology (Laudon and Laudon, 2022).
[bookmark: _Toc236577921]2. Evaluation of Existing Systems
Maldiva’s inventory process is the clearest operational weakness. Stock is tracked manually and is not synchronised continuously between stores and the website. Consequently, an item may appear available online after it has already been sold in a branch. Inventory record inaccuracy is especially damaging in multichannel retail because both physical and direct channels depend on the same stock information (Kull et al., 2013). In practical terms, Maldiva cannot make a reliable promise to the customer. It also lacks automatic reorder points, safety-stock rules, transfer suggestions and exception alerts. Store managers therefore react after shortages or excessive stock have occurred rather than preventing them.
Customer information is similarly fragmented. Marketing, online sales and support apparently hold different versions of customer identity and purchase history. This prevents a single customer view and makes personalised communication unreliable. It may also produce duplicated or contradictory records. Payne and Frow (2005) explain CRM as a cross-functional strategy involving multichannel integration and information management, rather than merely a marketing database. Maldiva’s present arrangement fails this definition because its teams cannot follow the complete customer journey from promotion to purchase, delivery, return and complaint.
Management reporting is dependent on manually compiled spreadsheets. Although spreadsheets are useful for local analysis, they are unsuitable as the primary reporting layer for a retailer of this scale. Copying data introduces version-control problems, formula mistakes and delay. By the time a report reaches senior managers, the underlying sales position may have changed. I believe the most serious consequence is not the administrative effort itself, but the weaker decisions produced by incomplete information. Managers cannot compare store performance promptly, identify fast-moving products or adjust forecasts with confidence. BI adoption is associated with more effective managerial decision-making when supported by a data-driven culture (Hurbean et al., 2023). Maldiva currently has neither a common analytical dataset nor a consistent reporting process.
There are also substantial governance gaps. Unclear access controls mean that employees may see or alter more customer information than their roles require. The Information Commissioner’s Office states that organisations must implement appropriate technical and organisational measures and protect the integrity and confidentiality of personal data (ICO, 2023). Maldiva’s scattered databases make it difficult to enforce retention periods, respond to data-subject requests, record consent or produce an audit trail. Finally, separate finance, sales and inventory applications require rekeying. This duplicates effort and creates reconciliation problems. The existing systems may still perform isolated tasks, but their combined information quality, system quality and user value are poor—dimensions that DeLone and McLean (2003) identify as central to information-system success.
[bookmark: _Toc236577922]3. Recommended Solution
I recommend a modular, cloud-based retail platform with four connected capabilities. First, the ERP core should manage purchasing, suppliers, finance, product data and stock movements through one governed database. Second, an OMS should receive orders from the website and stores, reserve available-to-promise stock, select the best fulfilment location and update quantities immediately. Barcode scanning should record receipts, sales, transfers, returns and cycle counts. This would replace estimates with event-based inventory and significantly reduce the gap between recorded and physical stock.
Third, an integrated CRM should create a single customer profile containing verified contact details, consent preferences, purchase history, service cases and returns. Marketing could segment customers by relevant behaviour and send permitted, targeted offers, while support agents could view the transaction behind a complaint. However, I would avoid uncontrolled personalisation. Data minimisation, purpose limitation and transparent consent should be designed into each workflow. The commercial benefit comes from relevant service and communication, not from collecting unnecessary data.
Fourth, a BI layer should draw governed data from the ERP, OMS, e-commerce and CRM components. Role-specific dashboards could show daily revenue, gross margin, stock cover, sell-through, order cancellation, return rate, fulfilment time and campaign response. Automated refreshes would replace repetitive spreadsheet consolidation. Managers would then investigate exceptions and trends instead of debating which spreadsheet is correct. This supports faster forecasting, store comparison and purchasing decisions.
The key selection principle should be integration through standard application programming interfaces (APIs) and a common master-data model. Products, locations, customers and orders must have unique identifiers. I recommend a configurable software-as-a-service solution rather than a heavily customised on-premises system. Subscription pricing reduces initial infrastructure expenditure, while modular licensing allows Maldiva to add users, stores and transaction capacity gradually. Vendor-managed upgrades and resilience can also reduce internal maintenance. Nevertheless, cloud delivery does not remove accountability. Vendor due diligence must examine data location, availability, backup, exit arrangements, processor terms, security certifications and total cost over at least five years.
The proposed solution directly matches Maldiva’s business needs. Real-time stock reservation should reduce overselling, cancellations and refunds; replenishment rules should lower stockouts and excess holding. A single customer view should shorten complaint resolution and improve permitted targeting. Automatic posting of sales and returns to finance should reduce rekeying and accelerate reconciliation. Dashboards should provide timely evidence for pricing, forecasting and expansion decisions. Visibility across the supply chain is essential for responsive coordination (Christopher, 2016). These benefits are also consistent with research showing that enterprise systems can improve process efficiency and management information (Shang and Seddon, 2002).
Security and compliance must be embedded rather than added after implementation. The system should use role-based access control, multi-factor authentication, encryption in transit and at rest, logging, approval workflows, tested backup and recovery, and regular access reviews. A data-retention schedule and tools for access, correction and deletion requests should support GDPR obligations. The NIST Cybersecurity Framework 2.0 organises risk management around Govern, Identify, Protect, Detect, Respond and Recover (NIST, 2024); I would use these functions as Maldiva’s control checklist. These measures cannot guarantee compliance, but they create auditable evidence of proportionate governance.
Cost and scalability require a balanced judgement. A cheaper stand-alone inventory package might solve one visible problem quickly, but it would preserve customer, finance and reporting silos. Conversely, a “big bang” replacement of every system would create unacceptable disruption. A modular platform offers a better strategic fit: Maldiva pays for priority capabilities first and expands after value is demonstrated. In my view, the strongest business case is based on total cost of ownership and measurable avoided losses, including fewer refunds, lower manual labour, reduced excess stock, improved conversion and lower compliance exposure—not licence price alone.
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I propose a phased implementation lasting approximately nine to twelve months. Research on ERP projects emphasises that clear goals, senior support, process discipline, user involvement and training are critical to success (Umble, Haft and Umble, 2003). Maldiva should therefore establish a steering group led by an executive sponsor, with representatives from stores, e-commerce, finance, inventory, marketing, customer service, IT and data protection.
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Discovery and control (weeks 1–6): map current processes and data flows; define requirements; create a risk register; calculate baseline performance; and issue a vendor request for proposal. Mandatory requirements should include API integration, real-time stock, audit logs, GDPR tools, service levels and data export. Baselines should cover inventory accuracy, cancellation rate, fulfilment time, stockout frequency, reporting effort and complaint resolution time.
[bookmark: _Toc236577925]Phase 2
Design and data preparation (weeks 7–14): select the vendor using weighted criteria for functional fit, security, cost, scalability and implementation capability. Maldiva should then standardise product codes, remove duplicate customer records, define data ownership and cleanse supplier and location data. This stage is essential because a modern platform will distribute poor data faster if migration quality is ignored. A Data Protection Impact Assessment should be completed where processing is likely to create high risk, and permissions should follow least privilege.
[bookmark: _Toc236577926]Phase 3
Configure, integrate and pilot (weeks 15–28): configure ERP, OMS and CRM workflows with minimal customisation; connect the e-commerce platform, point-of-sale systems and finance interfaces; migrate a controlled dataset; and conduct unit, integration, security and user-acceptance testing. A pilot should involve the online channel and two representative stores. Parallel stock counts and order reconciliation should verify accuracy before expansion. Go-live criteria should be explicit, for example at least 98 per cent inventory accuracy in the pilot, successful backup restoration, no unresolved critical security defects and completion of role-based training.
[bookmark: _Toc236577927]Phase 4
Rollout and stabilisation (weeks 29–44): deploy stores in manageable waves, provide floor support and maintain a rollback plan. Training should be practical and role-specific. Store teams need scanning and exception-management exercises; support staff need the customer timeline and privacy procedures; managers need dashboard interpretation; and administrators need access-review and incident-response training. Local “super users” can reinforce adoption and report problems. This is important because system quality alone does not create benefit: effective use and user satisfaction influence net outcomes (DeLone and McLean, 2003).
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Optimisation (from week 45): review performance monthly and prioritise improvements. The steering group should compare results with the baseline: inventory accuracy above 98 per cent; at least a 40 per cent reduction in stock-related cancellations; 30 per cent faster complaint resolution; daily dashboards available by opening time; and a substantial reduction in manual reconciliation. These are proposed targets and should be validated during discovery. Benefits ownership should remain with business managers, while IT monitors availability, security incidents, interface failures and vendor service levels.
The principal risks are employee resistance, inaccurate migrated data, integration failure, scope expansion, temporary disruption and vendor dependence. Mitigations include visible leadership, early user participation, data rehearsals, API proof-of-concepts, fixed change-control rules, phased deployment, contractual service levels and an exit plan with portable data. I would also retain only necessary legacy read access for a defined period rather than running duplicate systems indefinitely.
[bookmark: _Toc236577929]5. Conclusion
Maldiva Ltd.’s operational difficulties arise from fragmented information and manual control, not simply from business growth. Its current approach produces unreliable stock promises, disconnected customer service, slow reporting, repeated data entry and avoidable data-protection risk. I therefore recommend a modular cloud retail platform integrating ERP, real-time inventory and order management, CRM and BI around common master data.
The recommendation is justified by its close fit with Maldiva’s needs, its ability to scale across additional stores and channels, and its lower implementation risk when introduced in phases. Expected benefits include more accurate availability, fewer cancellations, faster fulfilment, stronger customer service, targeted and lawful marketing, improved forecasting, quicker reconciliation and clearer accountability. However, technology alone will not deliver these outcomes. In my final assessment, success depends on clean data, redesigned processes, disciplined governance, practical training and measurement after go-live. If Maldiva treats the programme as business transformation rather than a software installation, the new information system can provide a reliable foundation for profitable expansion.
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