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1. Introduction
1.1 Overview of the Business Case
Maldiva Ltd. is a fast-growing consumer electronics retailer operating 30 physical stores alongside an expanding e-commerce platform. Although the company has experienced strong sales growth, its existing information systems have not kept pace with business expansion. As a result, the organization relies on fragmented systems, manual processes, and disconnected data, creating operational inefficiencies that limit productivity, customer satisfaction, and future growth. These issues affect inventory management, customer service, reporting accuracy, and regulatory compliance. To remain competitive and support continued expansion, Maldiva Ltd. requires an integrated information system that improves operational efficiency, enhances decision-making, and provides a scalable foundation for future development. 
1.2 Key Challenges
The organization faces several interconnected challenges. Manual inventory management causes stock discrepancies between online and physical stores, resulting in cancelled orders and dissatisfied customers. Customer information is stored across multiple systems, preventing a complete view of customer interactions and limiting personalised marketing and efficient customer support. Decision-making is also hindered by spreadsheet-based reporting, which is time-consuming, prone to errors, and unable to provide real-time business insights. Furthermore, the lack of integrated systems creates departmental silos, requiring employees to transfer data manually between sales, finance, and inventory functions. Finally, weak security controls and inadequate access management increase the risk of data breaches and non-compliance with GDPR. Together, these issues reduce operational efficiency and threaten Maldiva Ltd.'s ability to sustain long-term growth.
2. Evaluation of Existing Systems
2.1 Current Information Systems
Maldiva Ltd. currently operates a number of standalone systems that have developed alongside the company's rapid growth rather than as part of a planned IT strategy. Inventory is managed using manual spreadsheets and paper-based records, while customer information is distributed across the e-commerce platform, loyalty programme, and store records. Sales data is manually exported into spreadsheets for financial reporting, and the finance department uses accounting software that is not integrated with inventory or sales operations. Although the company operates an online store, it does not communicate effectively with in-store inventory systems, resulting in inaccurate stock information and inefficient order fulfilment. 
2.2 Inefficiencies and Gaps
The existing systems create several operational problems that negatively affect business performance. The absence of real-time inventory visibility frequently results in stock discrepancies, causing cancelled online orders, refunds, and customer dissatisfaction. Customer information is duplicated across multiple systems, leading to inconsistent records and limiting the organisation's ability to deliver personalised marketing and effective customer support.
The reliance on manual spreadsheets also slows financial reporting and increases the likelihood of human error, reducing the quality and timeliness of management decisions. In addition, employees spend considerable time transferring information between departments because the systems are not integrated, lowering productivity and increasing administrative costs. Security is another significant concern, as the lack of role-based access controls increases the risk of unauthorised access to customer data and potential GDPR breaches.
Research shows that fragmented information systems reduce operational efficiency, create data silos, and limit organisational scalability (Asis et al., 2025). Similarly, case studies of retail organisations adopting integrated ERP solutions demonstrate significant improvements in inventory accuracy, reporting speed, and cross-departmental collaboration (Bijou les Boutiques, 2024). These findings indicate that Maldiva Ltd.'s current systems are no longer suitable for supporting its continued growth and competitive objectives.
3. Recommended Solution
3.1 Proposed Information System
To address the challenges identified, Maldiva Ltd. should implement a cloud-based Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM), Business Intelligence (BI), and its existing e-commerce platform. Solutions such as Microsoft Dynamics 365 Business Central or Oracle NetSuite provide a centralised platform that enables departments to share real-time information, improving collaboration and operational efficiency.
The ERP system would manage inventory, finance, procurement, and order processing through a single database, providing accurate, real-time stock visibility across all stores and online channels. An integrated CRM system, such as Salesforce or HubSpot, would create a single customer view by consolidating purchase history, customer enquiries, and marketing interactions. This would improve customer service while enabling personalised marketing campaigns. A BI platform, such as Microsoft Power BI or Tableau, would generate live dashboards and reports, allowing managers to monitor key performance indicators and make faster, evidence-based decisions. 
3.2 Justification
The proposed solution directly addresses Maldiva Ltd.'s operational weaknesses. Real-time inventory management would reduce stock discrepancies and improve order fulfilment across physical and online stores. Integrating customer information into a single CRM platform would enhance customer support and enable targeted marketing based on purchasing behaviour. Automated reporting would replace manual spreadsheets, providing more accurate information for strategic planning while reducing administrative workload.
Although implementation is estimated to cost between £250,000 and £350,000, the investment is expected to generate long-term benefits through improved productivity, fewer stock losses, reduced refunds, and more effective marketing. Cloud-based ERP systems also offer greater scalability, allowing the business to expand without significant changes to its IT infrastructure.
Industry evidence supports this recommendation. Organisations implementing integrated ERP systems have reported improved operational efficiency, reduced manual processes, and stronger collaboration across departments (Idries, 2025). Likewise, retailers adopting integrated retail management platforms have achieved better inventory visibility, improved reporting, and enhanced customer experiences (Bijou les Boutiques, 2024). These outcomes demonstrate that an integrated ERP solution is well suited to Maldiva Ltd.'s current needs and future growth strategy.
3.3 Expected Benefits
Implementing the proposed system will improve operational performance in several ways. Real-time inventory updates will reduce order cancellations and increase customer satisfaction. Centralised customer data will enable more personalised marketing and quicker complaint resolution. Automated reporting and business intelligence dashboards will improve forecasting and support faster management decisions. In addition, integrated systems will eliminate unnecessary manual data entry, reduce errors, improve collaboration between departments, and strengthen GDPR compliance through improved access controls and data security. Overall, the proposed solution will create a more efficient, data-driven organisation capable of supporting sustainable long-term growth.
4. Implementation Plan
A phased implementation approach is recommended to minimise disruption while ensuring successful adoption across the organisation. The first stage should focus on assessing existing business processes and cleansing inventory and customer data before migration. This will improve data quality and reduce errors during implementation.
The second phase should introduce the ERP system in a small number of pilot stores alongside the e-commerce platform. Testing the system in a limited environment allows technical issues to be identified and resolved before a full rollout. Once the ERP system is operating successfully, the CRM platform should be implemented to consolidate customer information and improve customer service and marketing capabilities. The final stages should introduce Business Intelligence dashboards and enhanced security controls before expanding the system to all 30 stores. 
Employee training is essential for successful implementation. Staff should receive role-specific training to ensure they understand the new system and can perform their responsibilities effectively. Appointing "digital champions" within each department can encourage user adoption and provide ongoing support during the transition. Regular communication from senior management will also help reduce resistance to change by explaining the benefits of the new system and keeping employees informed throughout the project.
Integration with existing infrastructure should be achieved through APIs that connect the ERP system with the e-commerce platform, payment systems, and any remaining legacy applications. Thorough data migration and system testing should be completed before the legacy systems are retired to minimise operational risks.
Several implementation challenges may arise, including employee resistance, data quality issues, integration difficulties, and potential cost overruns. These risks can be reduced through effective project management, phased deployment, comprehensive testing, executive support, and continuous monitoring throughout the implementation process. In addition, robust security measures, including role-based access controls, data encryption, audit logging, and GDPR-compliant data management, should be incorporated from the outset to protect customer information and ensure regulatory compliance. Implementing these measures will help Maldiva Ltd. achieve a smooth transition while maximising the long-term benefits of the new information system.
5. Conclusion
Maldiva Ltd.'s rapid growth has exposed significant weaknesses in its existing information systems. Fragmented applications, manual processes, and disconnected data have resulted in inventory inaccuracies, inefficient reporting, poor customer service, and increased security and compliance risks. These challenges restrict the company's ability to operate efficiently and support future expansion.
This proposal recommends implementing an integrated cloud-based ERP system supported by CRM and Business Intelligence technologies. By creating a single, centralised information system, the organisation will gain real-time visibility of inventory, improve customer relationship management, automate reporting, and strengthen decision-making through accurate data. The proposed solution will also improve cross-departmental collaboration, reduce manual processes, and enhance GDPR compliance through stronger security controls and access management.
Although implementation requires a significant initial investment, the long-term benefits outweigh the costs. Improved operational efficiency, reduced stock losses, better customer experiences, and faster management reporting are expected to generate a positive return on investment within 14 to 18 months. Furthermore, the cloud-based solution provides the scalability required to support Maldiva Ltd.'s continued growth without major changes to its IT infrastructure.
Overall, adopting an integrated ERP, CRM, and BI solution represents the most effective strategy for addressing the company's current operational challenges. Through a phased implementation approach, comprehensive staff training, and strong executive support, Maldiva Ltd. can successfully modernise its information systems, improve business performance, and establish a solid foundation for sustainable long-term growth.
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