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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 online retail. Despite this commercial success, Maldiva is facing substantial operational challenges due to outdated, fragmented, and inefficient information systems. These issues are affecting inventory accuracy, customer relationship management, decision‑making, regulatory compliance, and cross‑departmental integration.

The core problem lies in the organisation’s reliance on manual processes and disconnected systems. Inventory is tracked manually using spreadsheets and physical stock counts, resulting in discrepancies between online and in‑store stock levels. Customers frequently place online orders only to discover that items are unavailable, leading to complaints, refunds, and reputational damage. Customer data is stored across multiple systems, making it difficult to track purchase history, personalise marketing, or resolve complaints efficiently. Sales reporting is slow and error‑prone due to manual compilation, hindering real‑time decision-making and forecasting. Furthermore, Maldiva is exposed to GDPR compliance risks due to weak access controls and poor data governance. Finally, the lack of integration between sales, finance, and inventory systems results in duplicated work, delays, and operational inefficiencies.

These challenges collectively threaten Maldiva’s ability to scale, maintain customer satisfaction, and remain competitive. A modern, integrated information system is essential to streamline operations, improve data accuracy, enhance decision-making, and support future growth.









2. Evaluation of Existing Systems

2.1 Current Information Systems

Maldiva currently relies on a combination of manual processes and disconnected software tools across departments. Inventory is tracked using spreadsheets, physical stock counts, and basic point‑of‑sale (POS) systems. Customer data is stored in multiple CRM‑like systems that do not communicate with each other. Sales reports are compiled manually using spreadsheets, and each department uses its own standalone software, resulting in data silos and inconsistent information.

This fragmented approach is characteristic of legacy systems, which often suffer from poor integration, limited functionality, and high error rates. According to Kerzner (2017), manual systems are prone to human error and lack real‑time visibility, making them unsuitable for fast‑paced retail environments. Similarly, Freeman (1984) argues that organisations relying on disconnected systems struggle to maintain accurate and consistent data, leading to operational inefficiencies.

2.2 Inefficiencies and Gaps
Several critical inefficiencies arise from Maldiva’s current setup. Manual inventory tracking leads to frequent stock discrepancies and fulfilment delays, as manual processes are highly prone to human error (Kerzner, 2017). Fragmented CRM systems create data silos that prevent unified customer profiles, reducing service quality and limiting personalised marketing (Olander, 2007). Spreadsheet‑based reporting results in outdated and inconsistent data, hindering real‑time decision‑making (Flyvbjerg, 2021). Weak access controls expose the organisation to GDPR compliance risks (ICO, 2021). Finally, the lack of integration across departments forces manual data transfers, increasing inefficiencies and operational delays (PMI, 2021).

Manual Inventory Tracking
Manual inventory tracking leads to stock inaccuracies, delayed fulfilment, and customer dissatisfaction. Human error is common in manual systems, and the lack of real‑time visibility makes it difficult to manage stock effectively. This results in overstocking, understocking, and financial losses. As Flyvbjerg (2021) notes, organisations relying on manual processes often struggle with outdated data and poor forecasting.

Fragmented CRM Data
Customer information is stored across multiple systems, preventing the creation of unified customer profiles. This makes it difficult to track purchase history, personalise marketing, or resolve complaints efficiently. Disconnected CRM systems reduce data quality and hinder customer service. According to Olander (2007), data silos limit an organisation’s ability to understand customer behaviour and deliver personalised experiences.

Spreadsheet-Based Reporting
Manual reporting increases errors and slows decision-making. Spreadsheets are often outdated, inconsistent, and prone to human error. Organisations relying on spreadsheets struggle to produce accurate and timely reports, hindering strategic planning. Turner (2014) argues that automated reporting systems are essential for real‑time decision-making in modern organisations.

GDPR Non-Compliance
Maldiva’s current systems lack secure access controls, audit trails, and proper data governance. This exposes the company to legal penalties and reputational damage. GDPR requires organisations to implement strong data protection measures, including role‑based access controls, encryption, and audit trails (ICO, 2021). Maldiva’s current systems do not meet these requirements.

Lack of Integration
Departments operate in isolation, using different systems that do not communicate. This results in duplicated work, delays, and operational inefficiencies. Integration is essential for operational efficiency, as it enables seamless data flow across departments (PMI, 2021). Without integration, Maldiva cannot achieve real‑time visibility or efficient workflows.

3. Recommended Solution

3.1 Proposed Information System

To address these challenges, Maldiva should adopt a fully integrated Enterprise Resource Planning (ERP) system, combined with a modern Customer Relationship Management (CRM) platform and Business Intelligence (BI) tools. This integrated solution will centralise data, automate workflows, improve decision-making, and ensure GDPR compliance.


3.2 Justification for the Recommendation

Business Needs
ERP systems centralise core business processes, including inventory management, finance, sales, and supply chain operations. This eliminates data silos and improves operational efficiency. According to Morris (2013), ERP systems provide a unified platform that enhances data accuracy and supports business growth.

Efficiency
Automation reduces manual work, improves accuracy, and speeds up reporting. ERP systems automate inventory tracking, order processing, and financial reporting, reducing human error and improving productivity. CRM systems automate customer data management, marketing campaigns, and customer support workflows.

Cost
Although ERP implementation has upfront costs, long-term savings arise from reduced errors, improved forecasting, and streamlined workflows. Turner (2014) argues that ERP systems provide significant cost savings over time by improving operational efficiency and reducing manual labour.

Scalability
ERP and CRM systems support future expansion, additional stores, and increased online sales. They can handle large volumes of data and support complex workflows, making them suitable for fast-growing organisations like Maldiva.

3.3 How the System Improves Operations

Inventory Management
ERP systems provide real‑time stock visibility across all stores and online channels. This eliminates stock discrepancies, reduces fulfilment delays, and improves customer satisfaction. Automated replenishment ensures that stock levels are maintained efficiently.

Customer Data Management
CRM systems create unified customer profiles, enabling personalised marketing and faster customer support. They provide real‑time access to purchase history, preferences, and interactions, improving customer engagement and retention.

Decision-Making
BI tools provide real‑time dashboards, automated reports, and predictive analytics. This improves forecasting, strategic planning, and decision-making. Managers can access accurate and up‑to‑date information at any time.

GDPR Compliance
Modern ERP and CRM systems include role‑based access controls, encryption, audit trails, and data governance tools. This reduces legal risks and ensures compliance with GDPR requirements.

Integration
ERP and CRM systems communicate seamlessly, eliminating manual data transfers and reducing errors. This improves cross‑departmental collaboration and operational efficiency.

4. Implementation Plan

4.1 Implementation Steps

Requirements Analysis  
Conduct workshops with stakeholders to define system needs and identify key processes.
Evaluate ERP/CRM vendors such as SAP, Oracle, or Microsoft Dynamics based on functionality, cost, and scalability.

Vendor Selection  
Evaluate ERP/CRM vendors such as SAP, Oracle, or Microsoft Dynamics based on functionality, cost, and scalability.

System Design  
Map business processes to the new system architecture and configure modules accordingly.

Data Migration  
Cleanse and migrate inventory, customer, and sales data to the new system.

System Integration  
Connect ERP with CRM, POS, and e‑commerce platforms using APIs and middleware.

Testing  
Perform user acceptance testing (UAT) and system testing to ensure functionality and reliability.

Training 
 Effective staff training is essential to support adoption of the new ERP, CRM and BI systems. Training should focus on workflows, system functionality and GDPR‑compliant data practices. Role‑specific sessions, hands‑on workshops and digital modules help employees build confidence, reduce errors and ensure smooth transition to automated processes (Kerzner, 2017; ICO, 2021).

user awareness is critical for maintaining regulatory compliance (ICO, 2021). Continuous refresher sessions should be scheduled to support long‑term system effectiveness.

Go-Live  
Deploy the system in phases to minimise disruption and ensure smooth transition.

Post-Implementation Review  
A post‑implementation review should assess system performance, user adoption and operational impact to confirm whether objectives were achieved. Key measures include data accuracy, workflow efficiency and fulfilment speed compared with pre‑implementation baselines (PMI, 2021). Findings will highlight optimisation needs and support continuous improvement to ensure long‑term alignment with organisational goals (Kerzner, 2017).
4.2 Potential Challenges
Resistance to Change
Resistance to change may arise as employees feel uncertain or uncomfortable adopting new systems and workflows. Staff may fear losing control, making mistakes, or being unable to adapt. Effective change management, clear communication, and targeted training are essential to build confidence, reduce anxiety, and encourage positive engagement with the new information system.

Data Migration Complexity
Data migration poses significant challenges due to inconsistent formats, duplicate records, and fragmented data stored across multiple legacy systems. Ensuring data accuracy, cleansing, and validation requires careful planning and technical expertise. Poorly executed migration can lead to data loss, system errors, and operational disruption, making structured migration strategies essential for success.

Integration Issues
Integrating new ERP, CRM, and BI systems with existing legacy platforms may require custom development, middleware, or API configuration. Compatibility issues can cause delays, increased costs, and technical complications. Thorough testing, phased integration, and collaboration with system vendors are crucial to ensure seamless data flow and minimise operational disruption during implementation.

Temporary Disruptions  
System rollout may cause temporary disruptions as employees adjust to new workflows and interfaces. During early implementation, tasks such as inventory updates, reporting, and customer service may slow down while staff familiarise themselves with the system. Careful planning, phased deployment, and ongoing support help minimise operational interruptions and maintain business continuity.

























Conclusion
Maldiva Ltd.’s operational challenges stem from its reliance on outdated, fragmented information systems that are no longer suitable for a fast‑growing retail organisation. The company’s manual inventory tracking processes create frequent stock discrepancies between physical stores and the online platform, resulting in cancelled orders, customer dissatisfaction, and financial losses. Manual systems are widely recognised as prone to human error and lacking real‑time visibility (Kerzner, 2017), which directly contributes to Maldiva’s stock management issues. Disconnected CRM systems further exacerbate these problems by preventing the creation of unified customer profiles, limiting the organisation’s ability to deliver personalised marketing or resolve complaints efficiently. Data silos significantly reduce customer insight and service quality (Olander, 2007), making it difficult for Maldiva to maintain strong customer relationships.

Slow, spreadsheet‑based reporting restricts real‑time visibility of sales trends, hindering effective forecasting and strategic decision‑making. Organisations relying on spreadsheets often struggle with outdated and inconsistent data (Flyvbjerg, 2021), which aligns with Maldiva’s current reporting challenges. Additionally, weak access controls and poor data governance expose the company to GDPR compliance risks, increasing the likelihood of regulatory penalties (ICO, 2021). The lack of integration across sales, finance, and inventory systems forces employees to manually transfer data, creating inefficiencies, delays, and a high probability of human error.

Implementing an integrated Enterprise Resource Planning (ERP) system, supported by a modern Customer Relationship Management (CRM) platform and Business Intelligence (BI) tools, offers a comprehensive solution to these challenges. ERP systems centralise core business processes and improve data accuracy (Morris, 2013), while CRM platforms enhance customer engagement through unified data (Freeman, 1984). BI tools strengthen decision‑making by providing real‑time analytics (Turner, 2014). With structured implementation and staff training, Maldiva can modernise operations, improve efficiency, enhance customer satisfaction, and establish a scalable digital infrastructure that supports long‑term competitive advantage.
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