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Proposal for Implementing an Integrated Information System to Improve Business Performance at Maldiva Ltd
Introduction
Overview of the Business Case
Maldiva Ltd. is a fast-growing electronics retailer operating 30 physical stores, alongside a rapidly expanding e-commerce platform. Over the past year, the company has experienced significant sales growth, driven by increased demand for electronics and the convenience of multi-channel retailing. However, despite strong commercial performance, the organization faces substantial operational challenges due to outdated and inefficient information systems. These issues affect inventory accuracy, customer satisfaction, decision-making, and regulatory compliance.
As the company prepares further expansion, the leadership team recognizes the need for a modern, integrated information system capable of supporting real-time operations, improving data accuracy, and enhancing customer engagement. Organizations that fail to modernize their information systems risk operational inefficiencies, reduced competitiveness, and poor decision-making. This proposal therefore recommends the adoption of a cloud-based Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM). In this report, I will now go in to how this can and will be done.
Key Challenges Faced by the Organization
A detailed review of Maldiva Ltd.’s operations highlights several critical challenges:
· Manual inventory tracking, leading to stock discrepancies between physical stores and online listings.
· Frequent customer complaints due to online orders being placed for items that are out of stock increasing contact for the ecommerce teams.
· Fragmented customer data stored across multiple disconnected systems, limiting CRM effectiveness, making it so that information has gone missing or has been outdated.
· Inefficient marketing, as the company cannot segment customers or personalize promotions.
· Slow, error-prone decision-making due to outdated spreadsheet-based reporting.
· GDPR compliance risks arising from weak access controls and poor data governance, which is a risk for every customer.
· Lack of integration between sales, finance, and inventory systems, resulting in duplicated work and increased errors.
· 
These challenges collectively hinder operational efficiency, customer satisfaction, and the company’s ability to scale sustainably.
Evaluation of Existing Systems
Current Information Systems in Place
Maldiva Ltd. currently relies on a mixture of basic digital tools, standalone software, and manual processes:
· Excel spreadsheets for inventory tracking, sales reporting, and forecasting.
· A basic ecommerce platform with limited integration to store systems.
· Separate CRM tools used inconsistently across departments.
· Legacy of point-of-sale (POS) systems in physical stores, not connected to the central database.
· Manual data transfers between departments.
· Basic accounting software is used by the finance team.

While each tool performs its individual function, the lack of integration creates significant inefficiencies. As Stair and Reynolds (2020) argue, fragmented systems lead to data duplication and reduced organizational performance. This cannot be left and has to be looked at in order for the business to keep growing successfully. 

Identification of Inefficiencies and Gaps
1. Inventory Management Inefficiencies
· Stock levels are updated manually, leading to inaccuracies.
· No real-time visibility of inventory across stores and online channels.
· Overstocking and understocking occur frequently, causing financial losses.
This aligns with Chaffey and White’s (2019) observation that manual inventory processes increase error rates and reduce operational efficiency.
2. Customer Relationship Management Gaps
· Customer data is fragmented across systems.
· No unified customer profile exists.
· Marketing campaigns are more generic than targeted.
· Customer service teams lack access to complete purchase histories.
According to Payne and Frow (2017), effective CRM requires integrated, accurate, and accessible customer data.
3. Reporting and Decision-Making Limitations
· Sales reports are manually compiled, often containing errors.
· Data is outdated by the time it reaches management.
· Forecasting is reactive more than strategic.
This reflects Turban (2018) argument that real-time analytics are essential for competitive decision-making. This is very important in every growing business.
4. Compliance and Security Risks
· Weak access controls increase the risk of unauthorized data access.
· GDPR compliance is compromised due to poor data governance.
· Lack of audit trails makes it difficult to track data handling.
As noted by Voigt and Von dem Bussche (2017), GDPR requires strict data protection measures and accountability.
5. Lack of System Integration
· Sales, finance, and inventory systems do not communicate.
· Employees manually transfer data, increasing workload and error rates.
· The organization lacks a single source of truth for business data.
Integrated systems are essential for operational efficiency (Bocij et al., 2019).

Recommended Solution
Proposed Information System: Cloud-Based ERP with Integrated CRM
To address the identified challenges, this proposal recommends implementing a cloud-based Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM). Suitable options include the below:
· Microsoft Dynamics 365 Business Central
· SAP Business One
· Oracle NetSuite
· Odoo ERP
For Maldiva Ltd., the most appropriate solution is Microsoft Dynamics 365 Business Central, due to its strong integration capabilities, scalability, cost-effectiveness, and suitability for mid-sized retail organizations. This is perfect for any growing business. 
Justification for the Recommendation
1. Alignment with Business Needs
Dynamics 365 provides modules for inventory, sales, finance, CRM, procurement, and reporting—all essential for Maldiva Ltd.’s operations (Microsoft, 2024).
2. Efficiency Improvements
The system automates stock updates, order processing, financial reporting, and customer data management, reducing manual workload. Automation reduces human error and increases productivity (Laudon and Laudon, 2022).
3. Cost-Effectiveness
As a cloud-based solution, it eliminates the need for expensive on-premises infrastructure. Subscription pricing allows predictable budgeting (Oracle, 2024).
4. Scalability
The system can support additional stores, increased online sales, and international expansion without major upgrades.
5. Integration Capabilities
Dynamics 365 integrates seamlessly with:
· POS systems
· ECommerce platforms
· Marketing tools
· Financial software
This ensures a unified data environment, which is essential for multi-channel retailing (Chaffey and White, 2019).
How the System Will Improve Operations, Data Management, and Decision-Making
Operational Improvements
· Real-time inventory visibility across all stores and online channels.
· Automated stock replenishment based on demand forecasting.
· Faster and more accurate order fulfilment.
· Reduced customer complaints due to improved stock accuracy.
Data Management Enhancements
· A single centralized database for all business functions.
· Unified customer profiles enabling personalized marketing.
· Secure access controls supporting GDPR compliance.
· Automated data backups and audit trails.
Decision-Making Benefits
· Real-time dashboards for sales, inventory, and financial performance.
· Predictive analytics for demand forecasting.
· Improved strategic planning based on accurate, up-to-date data.
As Turban et al. (2018) note, integrated analytics significantly enhance organizational decision-making.

Implementation Plan
The plan implemented is going to take 20 weeks which I will break down below for you. 
Step 1: Requirements Analysis (Weeks 1–2)
· Conduct workshops with key stakeholders.
· Document functional and technical requirements.
· Finalize system configuration needs.
Step 2: System Selection and Procurement (Weeks 2–3)
· Confirm Microsoft Dynamics 365 Business Central as the chosen solution.
· Purchase licenses and engage implementation partners.
Step 3: System Configuration (Weeks 3–8)
· Configure modules for inventory, sales, CRM, finance, and reporting.
· Set up user roles and access controls.
· Customize workflows to match business processes.
Step 4: Data Migration (Weeks 6–10)
· Clean existing data to remove duplicates and errors.
· Migrate customer records, product catalogues, supplier data, and financial information.
· Validate data accuracy through testing.
Step 5: Integration with Existing Infrastructure (Weeks 8–12)
· Integrate POS systems with the ERP.
· Connect the ecommerce platform to the central database.
· Link CRM tools and marketing platforms.
Step 6: Staff Training (Weeks 10–14)
· Provide role-specific training for store managers, warehouse staff, finance teams, and customer service.
· Develop training manuals and quick guides.
· Conduct hands-on workshops and scenario-based training.
Step 7: System Testing and Pilot Launch (Weeks 12–15)
· Test system functionality, integration, and reporting tools.
· Run a pilot in selected stores.
· Identify and resolve issues.
Step 8: Full Deployment (Week 16)
· Roll out the system across all stores and department stores.
· Provide on-site support during the transition.
Step 9: Post-Implementation Review (Weeks 17–20)
· Evaluate system performance against KPIs.
· Gather user feedback.
· Implement improvements and plan future enhancements.


Potential Challenges and Mitigation Strategies
	Challenge
	Mitigation Strategy

	Resistance to change
	Early communication, training, and user involvement

	Data migration errors
	Thorough data cleansing and validation

	Integration issues
	Use certified integration tools and expert consultants

	Temporary disruption
	Phased rollout and backup processes



Conclusion
In conclusion, Maldiva Ltd. is currently at an important point in its development, where strong sales performance is being held back by outdated and fragmented information systems. Although the company has grown rapidly across both its physical stores and online platform, its internal processes have not kept pace with this expansion. The continued reliance on manual tasks, disconnected software, and inconsistent data management has created a range of operational problems. These include inaccurate inventory records, slow reporting, limited customer insight, and growing compliance risks. Together, these issues restrict the organization's ability to scale effectively and undermine the quality of service offered to customers.
Introducing a modern, cloud-based Enterprise Resource Planning (ERP) system with an integrated Customer Relationship Management (CRM) component, specifically Microsoft Dynamics 365 Business Central, offers a practical and strategic solution to these challenges. This system will bring together the company’s key functions, including sales, finance, inventory, and customer service, into a single, unified platform. By doing so, it will provide real-time visibility of stock levels, automate routine workflows, and ensure that customer information is accurate and accessible across departments. These improvements will help reduce errors, speed up processes, and support more consistent decision-making.
The proposed implementation plan follows a phased and structured approach, which is essential for minimizing disruption to daily operations. By introducing the system gradually, providing staff training, and testing each stage before full deployment, Maldiva Ltd. can ensure that employees feel confident using the new tools and that the transition is smooth. This approach also allows the organization to identify and resolve any issues early, reducing the risk of operational setbacks.
Overall, adopting Microsoft Dynamics 365 Business Central will deliver a wide range of benefits. Operational efficiency will increase as manual tasks are reduced, and information becomes more reliable. Customer satisfaction is likely to improve due to better stock accuracy, faster order processing, and more personalized communication. The company will also be better equipped to meet regulatory requirements, particularly data protection. Most importantly, the new system will provide a strong foundation for future growth, enabling Maldiva Ltd to expand its operations with confidence and maintain a competitive position in the consumer electronics market.
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