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1. Introduction
Maldiva Ltd. is a rapidly expanding consumer electronics retailer operating thirty physical stores alongside a growing e‑commerce platform. Although the company has experienced strong sales growth, its information systems have not kept pace with this expansion. As a result, the organisation faces significant operational challenges that affect customer satisfaction, efficiency, and decision‑making. According to Laudon and Laudon (2012), modern organisations must rely on integrated information systems to achieve operational excellence, improved decision‑making, and competitive advantage. Maldiva Ltd.’s current systems fall short of these expectations.
The company’s main problems include inaccurate inventory information, fragmented customer data, slow reporting processes, weak GDPR compliance, and a lack of integration between departments. These issues demonstrate that Maldiva Ltd. urgently requires a modern, unified information system that can support its growth and improve daily operations. As IT consultants, our role is to analyse these challenges and recommend a suitable information system that will streamline operations, enhance efficiency, and improve customer satisfaction.

2. Evaluation of Existing Systems
Maldiva Ltd. currently operates separate point‑of‑sale systems in each store. These systems send data to head office only once per day through outdated FTP transfers. Because updates are not real‑time, online customers often see items listed as available even when stores are out of stock. This leads to cancelled orders, refunds, and customer dissatisfaction. Store managers also struggle to maintain accurate stock levels, which results in overstocking, understocking, and financial losses. This problem reflects what Chaffey and White (2010) describe as a lack of synchronisation between operational systems and customer‑facing platforms.
The company relies heavily on spreadsheets for reporting. Managers manually enter data, which often results in errors, outdated information, and multiple versions of the same report. This slows down decision‑making and makes forecasting unreliable. Senior management cannot access real‑time performance data, which limits their ability to respond quickly to market changes. Laudon and Laudon (2012) argue that spreadsheet‑based reporting is unsuitable for organisations that require accurate, timely information for decision‑making.
Customer information is stored across different systems and spreadsheets. As a result, the marketing team cannot personalise promotions, and customer service cannot easily access purchase histories. This makes it difficult to resolve complaints quickly and provide a good customer experience. According to Becerra‑Fernandez and Sabherwal (2014), fragmented customer data reduces an organisation’s ability to build strong customer relationships and deliver personalised services.
There are also serious GDPR concerns. Customer data is not encrypted, access controls are weak, and information is stored in many different places. This makes it difficult to protect personal data and fulfil GDPR requirements such as the right to erasure. Voigt and Von dem Bussche (2017) emphasise that organisations must implement strict access controls, encryption, and centralised data management to comply with GDPR.
Finally, departments such as sales, finance, inventory, and marketing all use different tools that do not communicate with each other. Staff often have to manually transfer data, which wastes time and increases the risk of mistakes. McKeen and Smith (2015) note that information silos reduce organisational efficiency and prevent departments from working together effectively. These inefficiencies demonstrate that the current information systems are no longer suitable for a company of Maldiva Ltd.’s size and complexity.

3. Recommended Solution
As IT consultants, we recommend a modern, integrated information system that combines cloud‑based ERP and CRM, Knowledge Management, Artificial Intelligence tools, Blockchain security, and improved communication portals. This solution will replace outdated systems, improve accuracy, strengthen security, and support future growth.

Cloud ERP and CRM
A cloud‑based ERP and CRM system such as Microsoft Dynamics 365 or SAP will connect all stores and the online platform in real time. Inventory updates will happen instantly, customer data will be stored in one secure location, and managers will have access to accurate dashboards and reports. This system will eliminate spreadsheet dependency, reduce errors, and improve forecasting. Cloud systems also scale easily as the company grows, without requiring expensive hardware upgrades. Laudon and Laudon (2012) highlight that cloud‑based enterprise systems provide real‑time data, reduce operational costs, and improve organisational coordination.
Knowledge Management
To help staff work more efficiently, we will introduce a Knowledge Management System using Microsoft SharePoint. This will create one central place for all company documents, including policies, procedures, training materials, supplier information, and operational guidelines. Employees across all stores will always have access to the correct and most up‑to‑date information. This will reduce mistakes, improve communication, and support faster onboarding of new staff. Becerra‑Fernandez and Sabherwal (2014) explain that Knowledge Management Systems help organisations capture, store, and share knowledge, which improves decision‑making and operational performance.
Artificial Intelligence (AI)
AI will play an important role in improving daily operations. AI‑based inventory forecasting will analyse sales trends and predict which products will sell quickly, when stock will run out, and what items need reordering. This will reduce both overstocking and understocking. AI will also improve customer service. Chatbots and automated responses can answer common questions, track orders, and provide support at any time of day. This reduces pressure on staff and improves customer satisfaction. AI will strengthen marketing by analysing customer behaviour and recommending personalised promotions. Na et al. (2022) argue that AI technologies improve organisational efficiency by automating tasks and enhancing decision‑making.
Blockchain Security and Supply Chain Transparency
Blockchain technology will significantly improve security and supply chain integrity. Research shows that blockchain enhances transparency, traceability, and trust in supply chains (Chittipaka et al., 2023). Every movement of a product, from supplier to store, can be recorded on a secure digital ledger. These records cannot be changed or deleted, which prevents fraud and inventory manipulation. Blockchain will also improve GDPR compliance. Instead of storing customer data directly on the blockchain, encrypted hashes will be used. This protects personal information while still providing secure verification. Treiblmaier (2018) notes that blockchain strengthens supply chain security and reduces administrative costs.
Intranet and Extranet
An intranet will connect all employees and stores, making communication faster and more organised. An extranet will allow suppliers to see stock levels and delivery schedules, which will improve coordination and reduce delays. These tools will help Maldiva Ltd. operate more efficiently and maintain stronger relationships with partners.

4. Implementation Plan
The implementation of the new information system for Maldiva Ltd. will take twenty‑four weeks and follow a structured, phased approach. As shown at Figure 1, a phased plan is essential because major information system changes require careful coordination, clear responsibilities, and controlled risk management (Kerzner, 2017). Each phase builds on the previous one to ensure that the new cloud‑based ERP/CRM, Knowledge Management System, AI tools, and blockchain components are introduced smoothly and without disrupting daily operations.
The first phase focuses on planning and system design. During this stage, the project team will analyse existing processes, identify data sources, and design the architecture of the new system. This includes defining security requirements, GDPR compliance measures, and integration points with existing tools. According to McKeen and Smith (2015), early planning is critical because it reduces uncertainty and ensures that the system aligns with business needs. Cloud infrastructure will be provisioned, and initial security configurations will be established to prepare for later deployment.
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Figure 1. Project Timeline: Information System Upgrade   

The second phase involves deploying the cloud ERP and CRM system and migrating data. This is one of the most important stages because Maldiva Ltd. currently stores information across spreadsheets, store databases, and disconnected systems. Data cleansing and normalisation will be carried out to remove duplicates, correct errors, and ensure consistency. Once the data is prepared, it will be migrated into the unified cloud environment. Laudon and Laudon (2012) emphasise that centralised data improves accuracy and supports real‑time decision‑making, which is essential for Maldiva Ltd.’s inventory and customer management challenges.
The third phase introduces the Knowledge Management System using Microsoft SharePoint. During this period, the project team will create intranet sites, upload company documents, and configure workflows for policies, procedures, and training materials. This phase also includes staff training, so employees understand how to access and use the new knowledge resources. Becerra‑Fernandez and Sabherwal (2014) note that Knowledge Management improves organisational learning and reduces errors caused by outdated information, which is particularly important for Maldiva Ltd.’s thirty retail stores.
The fourth phase integrates blockchain technology into the supply chain and inventory processes. This phase involves connecting blockchain ledgers to the ERP system so that product movements can be recorded securely and transparently. (Chittipaka, 2023) explain that blockchain improves traceability and prevents inventory manipulation, which directly addresses Maldiva Ltd.’s stock discrepancies. GDPR‑compliant cryptographic hashing will be implemented to ensure that customer data remains secure while still allowing verification of transactions (Voigt and Von dem Bussche, 2017). Pilot testing will be conducted across selected stores to ensure that blockchain functions correctly before full deployment.
The final phase focuses on full rollout and organisational change management. The new system will be deployed across all thirty stores, and employees will receive training on ERP functions, CRM tools, SharePoint, AI‑based forecasting, and blockchain tracking. Old systems such as spreadsheets and FTP transfers will be gradually removed. Kerzner (2017) highlights that change management is essential because employees often resist new technologies. Clear communication, training sessions, and ongoing support will help staff adapt to the new system and reduce anxiety.




5. Conclusion
Maldiva Ltd. is at a critical point in its development, where outdated and fragmented information systems can no longer support the company’s operational needs or strategic ambitions. The analysis clearly shows that inaccurate inventory data, disconnected customer information, slow reporting processes, and weak GDPR compliance are creating inefficiencies that affect both internal performance and customer satisfaction. Modern retailers require integrated, real‑time systems to remain competitive, and Maldiva Ltd. must adopt a more advanced technological foundation to continue growing.
The recommended solution — combining cloud‑based ERP and CRM, Knowledge Management, Artificial Intelligence, blockchain security, and improved communication tools — provides a comprehensive response to these challenges. Each component contributes to operational excellence: ERP and CRM improve accuracy and coordination, Knowledge Management strengthens organisational learning, AI enhances forecasting and customer service, and blockchain increases transparency and security. Together, these technologies create a unified information environment that supports better decision‑making, reduces errors, and improves customer experience.
The proposed 24‑week implementation plan ensures that the transition is structured, manageable, and aligned with best practice. By following phased deployment, data cleansing, pilot testing, and staff training, Maldiva Ltd. can minimise disruption while maximising long‑term benefits. Once fully implemented, the new system will enable the company to operate more efficiently, respond faster to market changes, and maintain a stronger competitive position.
Overall, the recommended information system upgrade will transform Maldiva Ltd.’s operations, strengthen compliance, and support sustainable growth. It positions the organisation for future expansion and ensures that its technological capabilities match its strategic goals.
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