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Maldiva Ltd. is a fast growing electronic retailer that has 30 physical stores as well as and online platform. The company experienced significant growth in sales and in turn wishes to expand further. However, the online information systems are currently critically underdeveloped at the same pace of the business. As a result, Maldiva is experiencing many operational challenges, that affect customer satisfaction and efficiency.
One of the main issues the company is falling under and their inventory tracking systems, with contrasts stock held in physical stores vs. online. This can result in customers purchasing products that may no longer be in stock, which in turn leads to order cancellations, refunds and customer complaints. The same can be said on the other spectrum where store managers may have difficulty dividing overstocked and understocked products.
Maldiva also stores customer information across several systems. This prevents employees from easily accessing customer purchase histories and limits the companies ability to personalize marketing and customer support. Furthermore, the management team requires manually prepared reports and spreadsheets, which increases the risk of errors and not providing sales trends or forecasting demand reports in a timely manner. 
One of the most significant concerns is data security and compliance with GDPR, as the current systems lack appropriate access. The separation of systems between sales, finances and inventory also requires employees to manually deal with information, which again increases the risks of errors.
This report will evaluate Maldiva’s existing information systems and recommend the following systems: Enterprise resource planning (ERP), Customer relationship management (CRM) and Buisness intelligence (BI). This report will aim improve operational efficiency, data management, decision-making, security and customer satisfaction, all while be able to scale alongside the growing business.
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Maldiva Ltd. currently relies on several separate and mostly manual information systems to operate the business. When the business first started the systems were sufficient enough however due to the significant increase in sales and the expansion of 30 stores as well as an e-commerce platform, the current systems have withered and become a major weakness to the company. To the lack of synergy or the systems, it has created inaccurate information and duplicated work has become a common occurrence.
Inventory System:
The company’s manual inventory system is one of the most significant weakness. Inventory is not updated correctly between physical and online stores, which results in incorrect numbers between the stocks and what the stores are advertising to customers. Customers may even buy a product online that is out of stock, which leads to cancellations and complaints. Store managers also have difficulty identifying products that needs to be restocked or the possibility of overstocking items. This can lead to excessive costs and less sales due to lack of stock.
An effective inventory system should provide accurate and timely information about stock levels across the organisation. According to Laudon and Laudon (2019), information systems can improve business processes by providing organisation with accurate information that supports operational activities and decision-making. The companies current manual approach creates a limitation due to the growth of the business.
Customer Relation Management:
Maldiva’s customer details are currently distributed across multiple disconnected systems, which makes it difficult for employees access customer records. Due to the lack of information, the marketing department is unable to identify customer preference and make targeted promotions. Customer support employees may struggle to resolve complaints due to the fact that specific information isn’t readily available.
This demonstrates a gap in the CRM capabilities. This system can help organisations collect and help analyse customer information, which allows them to improve customer relations and provide more personalised services (Payne, 2006). Maldiva’s current approach prevents it from making effective use of its customer data.
Reporting and Decision-Making:
Management is currently depending on manually-made spreadsheets. This process is time-consuming and creates increases the risk of human-error. In some cases, information may also be outdated and incorrect by the time it is completed. This in turn creates issues for management, as they cannot identify current sales trends. This can negatively affect forecasting, stock management and strategic decision-making.
Using a business intelligence (BI) systems cold address this weakness by collecting data from all areas of the organisation and present it promptly in simple and visual formats. BI can support managers by transforming organisational data into information that can be used for decision-making.
Security systems:
Maldiva’s current security systems also creates significant security and integration problems. The company does not have adequate access controls.  This increases the risk of unauthorised access to customer information and potentially creating GDPR breach. Sales, finance and inventory systems also operate separately, which requires employees to manually transfer information between departments. The risk of repeated figures increases the risk of errors and reduces productivity.
Overall, the company current ways of using manual processes is becoming increasingly unreliable. These weaknesses demonstrates the need for a more integrated information systems can interconnect business functions
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TO address the operational challenges identified in the previous section, Maldiva Ltd. should implement a online cloud based ERP, system with CRM and BI capabilities, rather than using separate systems for sales, inventory, finance and customer information, using proposed information systems to help connect all these departments and help make reading information much more accurate, prompt and easier to understand (Polkowski et al., 2016). 
ERP System:
The core of the proposed solution should firstly be an ERP system. This system helps intergrate different business functions into a single system, which will help the organisations to collect and coordinate data much more effectively  (Laudon and Laudon, 2019). Maldiva should include sections for inventory, sales and finances.
This centralised system would allow stock levels to be monitored and updated automatically, as soon as a product is purchased, whether online or in store. This would reduce the risk of error and help prevent the likelihood of customers paying for out of stock items, which in turn, reduces the amount of complaints received. This will also reduce the risk of overstocking and using up funds unnecessarily.
The ERP system will also connect finances and sales. Instead of employees manually transferring information between departments, this can be automated and made available to the finance teams. This would reduce the risk of duplication and save time.
CRM system:
The CRM system is a good contender to strengthen customer satisfaction. This system can create a centralised customer database. It will allow authorised employees to access the relevant customer information to better understand their clients. 
The marketing department can also use this system to identify customer preferences. For example, customers who have previously purchased gaming equipment could receive promotions for other gaming products. This can effectively improve marketing campaigns and increase the likelihood of returning customers. 
The system can also overall improve customer services. Employees can access purchase records much faster and accurately when dealing with complaints, or product queries. This would reduce the time required for staff to investigate client issues and allow them to provide a more efficient service (Angeloska-Dichovska and Angeleski, 2020). CRM systems can support organisations in managing customer relationships by collecting and using customer information to improve interactions (Payne, 2006)


BI System: 
Maldiva currently relies heavily on spreadsheets of produces sales reports and other information. This can become a slow process and in turn, make the spreadsheets inaccurate as it is not a depiction of real-time data. BI tools would remedy this by collecting information from all departments and present it through dashboards and reports in a prompt manner. 
Management can make the most use of this system, using the dashboards to monitor real-time sales performances, identify trends and analyse patterns  to compare them from their other stores. This information can also support demand forecasting and inventory planning, BI allows businesses to transform data into useful information that supports managerial decision-making.
Overall, faster access to accurate information can help management respond quickly to changes in demand and even identify more potential revenue opportunities.
Security and Data Protection
Security should be in important domino of all new systems because the company currently has inadequate access controls, even though they handle and store significant amounts of customer information. The proposed system can use role-based access controls so that only certain employees can access certain types of information that is needed for their roles. For example, finance employees may require financial records, whereas store employees may only need stock and sales info.
The system should also include authentication, encryption and regular backups. These extra measures will help reduce the risk of data loss and breach of GDPR. 
Cost and Scale:
Implementing all these systems may require an initial financial investment, however it will reduce operational costs over time, making the solution a scalable option also.
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Implementing a new IS (information system) across all platforms will require careful planning to minimise disruption of operations. A step-by-step plan is recommended rather than introducing all systems at once. This would allow Maldiva to identify problems early, provide employees with appropriate training and gradually move from current to the new solutions.
First stage:
This should involve making a project management team that can cover all representatives, such as, IT, sales, finance and more. They will identify the companies specific requirements and compare suitable ERP, CRM and BI systems. 
Second stage:
Once the systems have been selected, Maldiva can prepare to move its data to the new systems. All records that they have can be reviewed at this stage, to avoid duplicates or other incorrect records and transferred to the new system. This may be a timely process but it is imperative.
Integration should be testing across all in-store and online platforms to ensure information is migrated successfully.
Third stage:
The company should introduce new systems in a small scale to use as a pilot project first before implementing the system across all platforms.
Employees can receive training to understand how to use the new systems and receive feedback on parts that are lacking or unsure of.
Forth Stage:
After a successful pilot testing, the system can be introduced across all stores and online platform. Using a phased roll-out would reduce the risk business disruption as initial testing will pick out all the errors of the system and ensure what kind of training needs to be implemented. 
Technical support should also be available during and after the implementation.
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In conclusion, Maldiva Ltd. ‘s rapid growth ha shighlighted significant weaknesses in the current systems. The companies use of manual inventory tracking disconnected customer information, spreadsheet reporting and separated departmental systems has resulted in incorrect data, poor-decision making, inefficient processes and negative customer satisfaction. The existing system also poses a threat to their security, which opens them up to GDPR compliance concerns.
This report recommends implementing an enterprise resource planning system (ERP) with customer relationship management (CRM) and business intelligence (BI) capabilities, and work in tandem. It will connect business departments such as inventory, finance, customer service and management reporting.  This will in turn improve accuracy of the information  and accessibility also.
A step-by-step approach, including system selection, data migration, testing, training and eventually rollout will help, minimise risks of failure. Although the initial start up of these systems may be costly and complex, its long-term benefits outweigh the cons overall. Modernising Maldiva with a stronger technological foundation will improve the business.
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