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[bookmark: _Toc234254662]1. Introduction 
[bookmark: _Toc234254663]Overview of the business case
According to the given business case, Maldiva Ltd. is a fast-growing fictional consumer electronics retailer. Over the past years, sales of this organisation have risen significantly throughout its 30 physical stores and an e-commerce platform. However, in the present time, this business organisation is facing several operational issues due to its inefficient information systems. In this context, it has been noted that this business currently fails to effectively manage its logistics, which further leads to a lack of satisfaction of customers. Hence, by considering these aspects, the CEO of this organisation has hired an IT consultant to analyse these relevant challenges. The purpose of this report is to recommend a modern information system to streamline operations, improve efficiency and enhance customer satisfaction by mitigating the identified issues. 
[bookmark: _Toc234254664]Identification of key challenges faced by the organisation
It has been noted from the business case that Maldiva Ltd. is facing a range of challenges associated with its existing information systems. For instance, this organisation is struggling with several customer complaints and refunds as a result of poor track keeping of overstocked and understocked products. Additionally, the marketing team of this company is facing a challenge associated with sending targeted promotions. Apart from that, the customer support team of this organisation are also unable to efficiently handle complaints due to missing purchase records in its customer relationship management (CRM) system. On the other hand, due to the use of manual sales reports, the managers are facing difficulties in analysing real-time sales trends, which further results in poor financial management practices (Abaddi, 2025). In addition to that, this consumer electronics retailer does not ensure compliance with data protection regulations such as GDPR and it further increases the risks of cyber threats and legal penalties. Moreover, a lack of integration across departments is another challenge faced by this company, which increases the likelihood of errors.


[bookmark: _Toc234254665]2. Evaluation of Existing Systems  
[bookmark: _Toc234254666]Analysis of the current information systems in place
The application of effective information systems is essential to ensure operational efficiency along with data-driven decision-making practices. According to Pearlson, Saunders and Galletta (2024), an effective information system should deliver relevant, timely and accurate data to ensure efficient data-driven decision-making and coordination among the departments in a business. On the contrary, the case of Maldiva Ltd. highlights that the existing information system integrated in this company is inefficient to provide and manage data. As a result, ranges of errors take place across the department of Maldiva Ltd. It has been noted by Di Sutam et al. (2024), the use of outdated and inefficient information systems lead to poor quality data management and operational errors. In this similar context, as per given case, Maldiva Ltd. is also facing different operational inefficiency and errors. Hence, from this point of view, it can be noted that the current information systems employed in this company are ineffective to meet its operational and market requirements.  
[bookmark: _Toc234254667]Identification of inefficiencies and gaps
Stock discrepancies
The given business case highlights that Maldiva Ltd. uses a manual inventory tracking system which results in stock discrepancies between online orders and stock discrepancies. In most of the situations, customers complain about product unavailability after ordering online which further leads to refunds and negative customer feedback. In this context, due to poor information systems, the store managers of this company face challenges in keeping records of understocked and overstocked products. As a result of this poor stock management practice related to a poor information system, this company is struggling with delays in order fulfilment as well as financial losses. 
Poor customer relationship management (CRM)
In organisation, the customer data is stored across multiple disconnected systems and hence, the responsible managers become unable to track purchase history and provide personalised marketing. It has been stated by Al-Bashayreh et al. (2022) that the use of poor CRM systems leads to incomplete, unorganised and outdated recording, which further create problems in marketing and customer management practices. Similarly, due to a lack of sufficient data record, the marketing team of Maldiva Ltd. faces a challenge in using personalised promotions. Apart from that, due to improper data tracking, it also becomes difficult for the customer support team to deal with the customer complaints efficiently. From this perspective, it can be stated that the current information systems in this company are inefficient in data tracking, leading to poor customer management practices.    


Slow and inefficient decision-making
There is another gap related to manual sales report generation process followed in Maldiva Ltd. It has been noted that the manual sales reports in spreadsheets often contain outdated data and errors. As a result, the management teams of this business organisation become unable to analyse real-time sales trends. It further leads to poor decision-making practices, along with poor forecasting. Thus, this organisation loses different revenue opportunities due to its poor decision-making practices.
A lack of compliance with data protection regulations like GDPR
The business case also highlights that Maldiva Ltd. does not maintain complete compliance with data protection regulations. Additionally, the current information system of this company is not effective in controlling data access securely. However, according to a recent news report, there is a growing cyber threat facing the UK retail sector due to unauthorised access to clients (Cyber Crowd, 2025). In this context, the leadership team of this company needs quick actions to ensure cyber security for avoiding any kind of cyber threats and associated legal penalties. Hence, it can be noted that there is still a gap in securing data access and control in this organisation. 
Lack of integration across departments
The current information system of this organisation is not able to maintain cross-departmental functions. For instance, according to the business case, finance, sales and inventory management departments of this company use different types of software systems without a lack of effective communication among them. Due to this recession, employees working in these departments are forced to transfer data across the departments manually. In this particular context, it has been revealed by Ivanovic et al. (2025) that poor cross-departmental communication is responsible for poor data transfer and several functional errors. It indicates that the poor communication process in the current information system of Maldiva Ltd. increases the risks of errors and wastage of time. 

Figure 1: Inefficiencies in Maldiva Ltd.
[bookmark: _Toc234254668]3. Recommended Solution 
[bookmark: _Toc234254669]Proposal of a suitable new or upgraded information system
On the basis of the above discussions, it can be stated that there are a range of gaps in the information system used by Maldiva Ltd., highlighting its inefficiency. Therefore, it is essential to upgrade the existing information system used by this company. In this context, it can be recommended that this company should use an “Enterprise Resource Planning (ERP) system integrated with a modern CRM platform”. It has been found by Kowsar and Rahman (2022) that the integration of ERP and CRM systems enhances intelligent decision-making, operational efficiency. It also helps to deliver personalised, customer-centric service experiences. In this context, the company should integrate its inventory or warehouse management with ERP to track stock availability in an efficient manner. In addition to that, the integration of these two systems can ensure stock availability by training customer data based on both online and offline purchases. On the contrary, other information issues such as “Transaction Processing Systems (TPS)” and “Management Information Systems (MIS)” will not be suitable as these contain ethical issues related to the use of extensive personal information (Issa et al., 2023). Modern information systems have the characteristic of providing built-in data protection in terms of aligning with the data protection regulations. Moreover, the organisation should replace its current disconnected software with this effective unified cloud-based ERP solution. Thus, the employees and managers across all departments will be able to transfer data and communicate more efficiently.     
[bookmark: _Toc234254670]Justification for the recommendation based on business needs, efficiency, cost, and scalability
The business case indicates that Maldiva Ltd. needs to immediately improve its information system based on the considerations of an effective inventory tracking system, CRM practices, efficient decision-making, better data protection compliance and better cross-departmental communication. In this particular context, the recommended solution related to the modern CRM with integrated ERP system eliminates errors of manual data entry based on automated reordering when stock drops below safety levels. For example, a renowned retailer in the UK, Ocado Retail has already implemented a fusion cloud-based ERP and Enterprise Performance Management (EPM) system (Oracle, 2026). This modern information system has enabled this retailer to minimise data complexity and manual processes related to stock and customer relationship management. Hence, it can be justified that this recommended solution will also enable Maldiva Ltd. to meet its business needs related to efficient and digitalised inventory management. Additionally, it has been stated by Haque (2025) that the integration of CRM and ERP empowers marketing teams of a business organisation to launch highly targeted marketing campaigns or personalised advertisements. It indicates that this recommended solution will also meet the business need regarding better CRM practices.  
Additionally, the modern ERP system ensures efficient, error free and real-time data tracking and management. A study by Jhurani (2024) has noted that the integration of ERM and CRM technologies enables leaders to maintain real-time dashboards and automated customer or sales reports without only relying on manual spreadsheets. Hence, this solution will also address the business need related to more efficient and data-driven decision-making. Additionally, as per the words by Hamza et al. (2023), modern ERP and CRM systems have better compliance with industry-specific safety standards and data protection regulations. Moreover, based on real-time data transfer, this unified modern information system helps to enhance communication among all the departments of a business. Hence, it can also meet the business needs related to better data protection compliance and better cross-departmental communication. Moreover, as this solution focuses on integration of an existing system (CRM) with a new system (ERP), it will help to save costs. Thus, this recommended technology solution will help to enhance efficiency and scalability of the company by meeting the specific needs and reducing cost of wastes, refunds or legal penalties. 
[bookmark: _Toc234254671]Explanation of how the system will improve operations, data management, and decision-making
According to “Resource-Based View (RBV) theory”, the competitive advantage and efficiency of a company depends on efficient resource management. In this context, by aligning with the RBV theory, Jaradat et al. (2025) have stated that the implementation of ERP systems positively influences business operations, cost reduction and economic sustainability through the control of data and other resources. On the other hand, as per the “Technology Acceptance Model (TAM)”, through automation, modern information systems enable better communication and data transfer (Vorm and Combs, 2022). Hence, the people in different departments of this company can communicate and share data more efficiently with the help of the modern system. It further helps to improve decision-making and overall data management practices. Thus, the solution related to ERP integrated with the modern CRM system can collectively improve operations, data management, and decision-making practices in Maldiva Ltd. 
[image: ]
Figure 2: Technology Acceptance Model
(Source: Vorm and Combs, 2022)
[bookmark: _Toc234254672]4. Implementation Plan 
[bookmark: _Toc234254673]Steps for implementing the new system
	Steps 
	Strategies 
	Time required 

	Planning and discovery 
	Identifying the current issues and business needs 
	1 month 

	Selecting vendor and designing solution 
	Selecting the vendor who will provide the best solution at lower cost 
	1-2 months 

	Migrating data and setting algorithms 
	Migrating and setting algorithms of real time data by considering the data protection laws. 
	3-6 months 

	Conducting training 
	Conducting training for all employees and managers to increase their knowledge and skills regarding this upgraded information system. 
	1 month 

	Technology integration 
	Integrating the upgraded solution across all departments 
	1-2 months 


Table 1: Implementation Plan
[bookmark: _Toc234254674]

Consideration of training, integration with existing infrastructure, and potential Challenges
Training is essential to ensure that all the managers as well as employees across the departments have sufficient knowledge and skills of working with the upgraded system. Effective training will also increase awareness among them regarding data protection regulations and the adequate ways of using the modern information system (Pearlson, Saunders and Galletta, 2024). Additionally, it is also essential to upgrade the technology infrastructure of Maldiva Ltd. to efficiently integrate the innovative technologies. On the contrary, this modernisation process may be associated with the challenge of data inconsistency due to migration of a huge amount of data (Issa et al., 2023). Apart from that, the employees may also show resistance to change in using the new information system due to a lack of awareness or job pressure.  


[bookmark: _Toc234254675]5. Conclusion 
In the end, it can be concluded that the consumer electronics retailer, Maldiva Ltd. is facing a range of issues due to ineffective and outdated information systems. These issues include stock discrepancies, poor CRM, slow decision-making, poor compliance with data protection regulations and a lack of integration across departments. In order to mitigate these issues, it is recommended to use an ERP system integrated with a modern CRM platform. It will help to meet the specific business needs through improving data management, decision-making and overall business operations. As a result, this organisation will benefit from better customer satisfaction and increased sales. 
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