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1. Introduction
Maldiva Ltd. is a fast-growing consumer electronics retailer with 30 stores, and an e-commerce channel. Its sales growth has revealed an underlying information systems issue: operational data is disorganized, stale and poorly managed. From a business perspective, an information system should coordinate people, processes and decisions, while a technical perspective would be to collect, process, store and distribute reliable data (Laudon and Laudon, 2004). Maldiva currently fails to meet these requirements because inventory, customer, financial and sales data are stored in disconnected tools.
Core issues include manual inventory management, online sales made without knowing stock availability, duplicate customer records, reporting on spreadsheets and poor access control and hand-off between departments. All these problems lead to customer complaints and refunds, but also to hidden costs due to overstocking, forecasting mistakes, re-keying errors and management decisions based on outdated reports. The recommended solution is a phased cloud-based ERP, CRM and BI architecture using Microsoft Dynamics 365 Commerce, Dynamics 365 Customer Insights and Power BI. This solution is not recommended simply because it is technically advanced; it is recommended because Maldiva’s problems are cross-functional and require a controlled single source of truth.
[bookmark: _Toc233910907]2. Evaluation of Existing Systems
[bookmark: _Toc233910908]2.1 Inventory, order fulfilment and omnichannel weakness
The manual inventory process is the greatest risk factor as it relates directly to revenue and trust. When customers are online and want to know how many items are in stock, a 30-store retailer cannot rely on delayed stock counts via spreadsheet or paper. Omnichannel studies indicate that a combination of a reliable online/offline channel, organised returns and customer data visibility is required for the successful implementation of a synchronised online and offline channel (Fares et al., 2023). In Maldiva, no real-time visibility of stocks on the website means that the site can sell out of stock products, locations can have stock out while other locations are stocked, and managers cannot make reliable decisions about stock transfers, reordering or product discounting.
[bookmark: _Toc233910909]2.2 CRM, customer service and marketing gaps
Customer relationship management is also undeveloped. The data is spread out among the Sales, Marketing and Support teams, thus preventing staff from seeing the purchase history, warranty status, complaint history, or marketing permissions. CRM systems only generate value for business when they enhance the business processes instead of merely being customer records storage (Li, Huang and Song, 2019). Evidence from customer satisfaction reveals that the quality of the CRM system impacts the customer's experience of online service and support (Nilashi et al., 2023). There is therefore no meaningful segmentation of the market by the marketing team in Maldiva and the customer service cannot provide a prompt resolution to complaints as records are incomplete.
[bookmark: _Toc233910910]2.3 Spreadsheet reporting, finance integration and compliance risk
Although spreadsheets are flexible, they are unsuitable as Maldiva’s main management control system. Reliability of sales, margin and stock reports is affected by reliability issues with version-control, formula errors, and late consolidations. The benefits of decision support are directly linked to the adoption and utilization and system success factors (Ain et al., 2019). Later studies have shown that BI has been associated with higher quality strategic decisions, provided that the information is timely and reliable (Abu-AlSondos, 2023). The impact of finance is felt also when accurate operational data is required for refunds, revenue postings, purchase orders and stock valuations. Lastly, the current system does not have privacy-by-design controls; ICO (2026) expects data protection to be considered throughout the lifecycle of systems which handle personal information. This fragmented access and low auditability then introduces operational, legal and reputational risk to Maldiva.
[bookmark: _Toc233910911]3. Recommended Solution
[bookmark: _Toc233910912]3.1 Options evaluation
Recommendations should not be based on a preferred vendor prior to considering alternatives. Table 1 shows that there are realistic choices available to consider with respect to Maldiva's business requirements: omnichannel stock accuracy, CRM/customer service, reporting, compliance, cost and scalability.
Table 1: Evaluation of information system options for Maldiva Ltd.
	Option
	Strength
	Limitation
	Judgement

	Improved spreadsheets plus barcode stock counts
	Lowest initial cost and quick process discipline.
	Does not integrate CRM, finance, e-commerce and reporting; weak scalability.
	Reject: useful as temporary control only.

	Best-of-breed tools with middleware
	Strong specialist CRM, e-commerce or BI functions.
	Higher integration cost, more vendors and greater data ownership risk.
	Possible but less controlled.

	SAP Business One or Oracle NetSuite with CRM add-ons
	Credible ERP alternatives for growing firms.
	May require additional retail/e-commerce configuration and partner customisation.
	Viable comparator, but not strongest fit.

	Microsoft Dynamics 365 Commerce + Customer Insights + Power BI
	Integrated retail, customer data and reporting architecture; scalable cloud modules.
	Higher subscription, partner, migration and training costs; change management required.
	Recommended with phased rollout.


[bookmark: _Toc233910913]3.2 System architecture and justification
The recommended solution includes Dynamics 365 Commerce for store and ecommerce, Customer Insights for unified customer profiles and consent-aware segmentation, and Power BI for operational and executive dashboards. The overview of the Microsoft Learn architecture illustrates how Commerce connects back-office functions, point of sale, e-commerce storefronts, customer services, analytics, and common data components (Microsoft, 2026a). This architecture is appropriate for Maldiva because the problem is not limited to one weak departmental system, but reflects a wider lack of reliable integration between departments.
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Figure 1: Dynamics 365 Commerce component overview (Microsoft Learn 2026a)
Operationally, barcode-supported stock counts and integrated inventory visibility would reduce overselling, refunds and unnecessary purchasing. Examples include letting the laptop model run out of stock in one store, while selling fast online in another area, causing the managers to initiate the inter-store transfer instead of requesting the supplier order. Stock accuracy, online cancellation rate, gross margin, inventory turnover, refund value, complaint backlog, and campaign conversion are strategically important indicators that should be displayed on BI dashboards. Business intelligence capabilities can improve performance when managers use timely information to sense and respond to market and operational changes (Chen and Lin, 2021). Also, enterprise-level analytics data shows that dashboards are only one component of BI's effectiveness (Al-Okaily, Teoh and Al-Okaily, 2023).
In CRM, Customer Insights can enrich a single customer profile by combining transactional, behavioural and consent data (Microsoft, 2025). This would enable targeted but controlled marketing like warranty-upgrade offers to laptop buyers or accessory offers to those who buy their smartphones. But personalisation needs to be regulated. Maldiva should implement data minimisation, role permissions, retention policies and clear opt-outs. This is important because electronics stores carry commercial information like addresses, order records, complaints, warranty claims and service exchanges.
[bookmark: _Toc233910914]3.3 Cost, scalability and sustainability
The total cost of ownership must be considered when evaluating the cost case—this should not be the licence price only. The pricing of user subscriptions and e-commerce add-ons are considerable business costs as confirmed in published pricing of Dynamics 365 Commerce (Microsoft, 2026b). Maldiva should therefore factor in the license costs as well as the costs of implementing partners, the data migration, integrating the API, training, the loss of productivity, support and cyber security controls. The cost of this investment will only be worth it if it decreases cancellations, manual labour, excess stock, complaints and delays on reporting. That's why the business case should approve the project in stages, to be continued based on the measured benefits.
Table 2: Total cost of ownership controls.
	TCO area
	Specific cost/risk
	Control

	Licensing
	Named users, e-commerce add-ons and future store expansion.
	Start with core roles; review licences quarterly.

	Implementation
	Partner configuration, testing, project management and process design.
	Use standard workflows unless a clear business case exists.

	Data migration
	Duplicate customers, inconsistent SKU codes and inaccurate stock files.
	Cleanse data before migration; assign data owners.

	Training and adoption
	Staff may prefer spreadsheets and informal workarounds.
	Role-based training, super-users and post-go-live support.

	Cyber and compliance
	Access misuse, weak audit trails and supplier risk.
	MFA, RBAC, audit logs and supplier due diligence.



The recommended model is more scalable than Maldiva’s current fragmented system because multiple stores, SKUs, dashboards and users can be added within a modular cloud architecture. When implemented alongside an organisation’s business processes, ERP can enhance business performance (AlMuhayfith and Shaiti, 2020). The evidence of SME ERP also indicates that benefits rely on management support, users' capability and professionalism in implementing the ERP system (Gessa, et al. 2023). Environmental aspects are also pertinent, as product returns can generate waste because of additional transport, packaging and processing (Zhang et al., 2023). Providing improved accuracy of stock and order will decrease unnecessary returns and emergency deliveries, but Maldiva will also have to consider the environmental impact of the devices, cloud services and replacement hardware.
[bookmark: _Toc233910915]4. Implementation Plan
It should be managed as a business transformation project and not an IT installation. If Maldiva does not customise, but pilots first, it is feasible to have a timetable of six to nine months. The project sponsor should be a director-level manager with the assistance of operational managers, financial managers, marketing managers, store managers, IT managers, customer service managers and data protection managers.
Table 3: Phased implementation roadmap
	Phase
	Timing
	Owner
	Key output / gate

	1. Diagnose and design
	Month 1
	Project sponsor and process owners
	Current process maps, baseline KPIs and approved target operating model.

	2. Data governance and cleansing
	Months 1-2
	Data owners and IT
	Clean customer master, product/SKU master and stock migration rules.

	3. Configure and integrate
	Months 2-5
	Vendor partner and IT
	POS, e-commerce, CRM, finance and BI integrations tested.

	4. Security and compliance design
	Months 3-5
	IT security and DPO/lead
	MFA, RBAC, audit logging, retention rules and DPIA.

	5. Pilot and training
	Months 5-6
	Store managers and super-users
	Two-store plus online pilot; defects and user feedback logged.

	6. Rollout and optimisation
	Months 7-9
	Implementation board
	Cluster rollout, eight-week support window and benefits review.



Data governance should be clear and concise. Product records should be named according to one SKU naming convention, have one warranty category, and one supplier record. Customer data should be consolidated and associated with the consent and complaint data and purchase history. Finance data should be reconciled with orders, refunds, purchase orders and stock valuations. These controls are essential because, without clear ownership, poor-quality data will simply be transferred into the new ERP system.
Cybersecurity should be based on the recognised elements of risk management – asset management, access control, monitoring, incident management and supplier security (NCSC, 2021). These practical controls are multi-factor authentication, least privilege access, separation of admins, audit logs, daily backups, incident escalation, and supplier due diligence. Training should be role-specific: stock-count procedures for store staff, POS and returns for managers, segmentation and consent controls for marketing staff, and case management and complaint SLAs for customer service staff.
Table 4: Key implementation risk register
	Risk
	Impact
	Mitigation

	Data migration failure
	Incorrect stock, customer or finance records after go-live.
	Cleanse data, run trial migrations and reconcile samples before launch.

	Staff resistance
	Low adoption and continued spreadsheet workarounds.
	Use super-users, practical demonstrations and store-level coaching.

	Over-customisation
	Higher cost, delayed rollout and difficult upgrades.
	Adopt standard retail workflows unless benefits justify change.

	Service disruption
	Poor customer experience during cutover.
	Pilot first, schedule cutover outside peak trading and keep rollback plan.

	Privacy or cyber incident
	Legal, financial and reputational damage.
	RBAC, MFA, DPIA, monitoring and incident response process.



Don't assume success, measure it against baseline. Post-implementation KPIs recommended include: Stock accuracy, Online cancellation rate, Average complaint resolution time, Reporting cycle time, Refund value, Inventory turnover, Campaign conversion and user adoption. Pilot goals, such as 95% stock accuracy or a 50% reduction in online cancellations, should be treated as provisional targets and refined once baseline performance has been measured.
[bookmark: _Toc233910916]5. Conclusion
The challenges faced by Maldiva Ltd. are due to the poorly integrated and poorly managed information systems. Maintaining spreadsheets would be cost-effective, but would not address cross-channel stock, CRM, reporting and compliance deficiencies. It may be possible to use a best of breed model but would add to the integration complexity. The appropriate response is therefore an integrated architecture that addresses the root cause: the absence of a trusted, secure and integrated operational data model.
The anticipated benefits include better stock visibility, reduced online orders being cancelled, better replenishment accuracy, quicker complaints resolution, better finance reconciliation, targeted marketing, management reporting in near real-time and better GDPR aligned controls. The recommendation is conditional – value will only be gained if Maldiva cleans its data, avoids customisation when not needed, properly trains its users and holds its managers to account for data and information that is fed into the system when making decisions. In this way, the recommendation is not merely a software upgrade, but a controlled operating model for a growing retail business.
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