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1. Introduction 

Maldiva LTD has become a fast-growing consumer electronics retailer having 30 physical stores as well as an upcoming e-commerce platform. With being pleased with the upscale growth of sales and desires to expand the organization, the company faces problems with inefficient information systems leading to operational issues. This can lead to challenges with profitability, customer satisfaction, and regulatory compliance.

[bookmark: _Int_RAOmOslB]Here is a list of a few problems that have been highlighted. 
Problem one is inventory management, manual tracking of stock between physical and online stores which is leading to complaints resulting in refunds and managerial struggles related to overstock, under stock products and delays leaving economic loss. Slow decision making which is leading to problems Weak cyber security and GDPR compliance problems.

[bookmark: _Int_WyTJ7BOT]The current system that Maldiva LTD is using is named Customer relationship management, also known as CRM. As it says in the name of customer relationship, its main aim is to build a strong relationship between business and customer, store data, improve customer retention, boost sales, and growth. Customer relationship management tracks history of earlier orders provides recommendations based on purchases. 

[bookmark: _Int_eBeLXXfa][bookmark: _Int_7I6HiUSF][bookmark: _Int_deaANttN]Now the current manual inventory tracking system is not performing to standard. Problem no.1 is Inventory management within this current system Maldiva are manually recording spread sheets of sales which are being reported to have errors and are outdated. Different departments are using different software’s that record stock levels. No real-time updates on stock are being updated on the system. As a result of this, orders can be cancelled online due to no products left even though the website says there are. This is a big problem for Maldiva, affecting customers left unsatisfied, loss of sales due to inconveniences and bad reputation for the business, making them not seem organized.
       
[bookmark: _Int_V8YL838b][bookmark: _Int_v0r8dJox][bookmark: _Int_92NHW5PQ] Maldiva currently stores customer information in different databases. This is happening throughout different departments. The problem they are facing is they can’t keep track of purchase history; within this time the support customers receive is poor due to the fact of records of purchases are not being saved. Marketing is a huge issue even though an increase in sales, with the company finding it hard to keep up with trends and target promotions, allows opposition and competitors to get an upper hand because they are up to date with software and real-life trends. The impact of all these issues is a decline in customer loyalty due to lack of support. Opportunities of sales will also be missed due to poor marketing and poor customer service. 
[bookmark: _Int_Un2td3rd][bookmark: _Int_P1Xn1Yph]Another problem is poor decision-making and manual reporting. Sales that are being tracked manually by using spreadsheets that are outdated, this method has been causing  errors this can lead to loss of venue resulting in the annual turnover of gross income will be lower, with net loss. Poor decision making can leave a long-lasting impact on the company with things such as excessive inventory, over hiring of staff, resource burn out, stock out and lost sales, wasted budget and supply chain strains meaning last minute rushing on essentials you may need to operate.
[bookmark: _Int_ScsBLnqQ]There are some concerns over security; Maldiva does not meet the data protection regulations. The problems that are experiencing currently are weak security access and cyber security and vulnerability; this can be a liability and a danger if customer personal information is leaked. This offense can lead to legal points and a broken relationship between clients and their trust.
Integration across departments including sales, finance, marketing, and inventory management have been using different software systems that cannot communicate with another department, leaving them to manually transfer data across. The results of this can lead to communication issues with staff getting different analyses of data and delays.  The positive impacts of integration are cost savings. An example of this can be ordering accurate amounts of electronic products rather than over buying costing more.  Another positive impact is having accurate data. This means employees’ work is more efficient because they receive the right information. 
Introducing Microsoft Dynamic provides an ERP integration solution that combines inventory management, customer relationship management, financial reports, and business intelligence capabilities. This system will instantly make a difference with Microsoft dynamic having the ability to track real lifetime stock, automatically update stock levels online and across stores, reduce stock under such or over stock. This will significantly reduce customer complaints caused by ordering out-of-stock products. Better decision-making, dynamic 365 can access real lifetime reports, forecasting tools, performance analytics, and sales dashboards. Managers can make faster decisions based on current data. Following the poor security and GDPR this new system has an advanced level of security with secure cloud storage, data encryption, multi factor authentication. These features protect customer information and legal breaches. Maldiva will receive help from the usage of Microsoft dynamic because of their scalability in supporting the needs of stores. When business is in high demand Microsoft dynamic will handle online sales and additionally adding business functions when needed. 
[bookmark: _Int_3lQwXltC]Introducing customer relationship management (CRM) system helps manage customer data, interactions between customer and sales. The benefit of this is personalised marketing campaigns. This can be based of customers favourite preferences and most popular items. Another benefit is efficient support. Customer service reports are tracked instantly.  Another benefit from CRM is building genuine relationships with customers showing interest with their needs. Having customers that are satisfied with products increases the chance of returning customers and leaving positive reputation on the business.
Introducing Business Intelligence (BI) will help management be able to analyse data and offer more in-depth insights reports for decision making. The benefits to this tool you will be managers are able to see in real lifetime analytics this is a wonderful way to see what is most popular in specific seasons and what is in high demand, also customer demands can be profited into marketing ideas and promotions. Another benefit would be its forecasting, supports trends analysis for better planning of inventory and sales. BI allows the company to be more intention and strategic on planning.
[bookmark: _Int_IG1UrTTr]I have chosen this solution because it supports the business challenges such as inventory discrepancies, customer engagement, and data handling inefficiencies, Integration, and security. ERM and CRM systems both can scale in business growth while supporting cost efficiency. Implementing these systems will improve operations on correct data and accessibility to it, and boost, customer satisfaction, and company reputation. On the costly side, Cloud ERP reduces hardware costs. Costs are also saved from correct data on stock meaning less waste.
Steps for implementation 
Outline Objectives 
· Our main goals are to improve operational efficiency throughout departments 
· Improve customer relationship management capability
· Have real-time correct data – use this to make better decision making through business intelligence. 
stakeholders 
· Management 
· Department managers 
· IT team / support 
· Marketing team 
· Customers 
· Manufactures 
· Part suppliers
· Investors share holders 
Project Scope 
[bookmark: _Int_Fi68VDI6][bookmark: _Int_NDzhyYUV][bookmark: _Int_rN4kqa5z]The project scope focuses on Maldiva LTD outdated information systems. Bringing in (ERP) Microsoft dynamic 365, (CRM) customer relationship management and (BI) business intelligence systems to support the 30 physical stores and online operations. Removing manual inventory tracking in replace for real time inventory tracking systems. Following the implementation of CRM, customer data is gathered and can be used for personal marketing promotions and customer support. Introducing an ERP solution will support sales, finance, and inventory function to be more efficient. The development of business intelligence and Real- time tracking boost good decision making. The Introduction to improved security follows GDPR data management this benefits departments across all departments allowing data to be transferred without risk of data breach. Integration between department systems will improve efficiency. Staff training will be provided, data migration and system testing will all be carried out, this reduces errors and improves customer satisfaction supporting company growth.
Implementation plan 
Step 1. 
· Highlight issues 
· Identify implementation systems that fit sorting the solution 
· Existing customer data / inventory history cleared and migrated into the new system. 
Step 2. 
· [bookmark: _Int_z9sl7MC4]Integrate systems into both physical and online stores. Real lifetime should be implemented sync all stock levels across all platforms. 
· [bookmark: _Int_xB6s7NW0][bookmark: _Int_JFQUrmEc]Role based access control and data encryption should be calibrated to ensure GDPR compliances are strengthened and cybersecurity is secure.
· System testing
Step 3.
· Staff training – staff from sales, inventory, finance, marketing, and customer service all need specific training to their departments.
·   Training sessions individually by departments 
· Given training manuals 
· Ongoing training and technical support to staff to help get to grips with new system minimising resistance to change.
Roll out phase 
[bookmark: _Int_Re6nCtsk]This is the phase before going live in this period selected stores to ensure new systems and implementation are running fine. Tests will be carried out to make sure systems are working, this allows management to minimise the risk mitigation, allows early feedback, adjustments, or tweaks to the systems and easier adaptation to system.  
Step 4. 
· Full deployment across departments 
Step 5. 
· On going training and monitoring 
Potential Challenges Faced 
· Employee resistance to change 
· Temporary operation delays and disruptions 
· Integration issues with systems 
· Implementation costs 
Implementation period is 10 weeks 
Conclusion 
Maldiva LTD old systems were no longer suitable for supporting business growth and operation. Manual tracking and disconnected customer data base played their part in poor inefficient reporting data. This affected work productivity and customer satisfaction. Integrating and implementing the systems ERP combined with CRM while having BI will overall improve operation, improve data accuracy, strengthen cyber security while supporting effective decision making. Having invested in training on our new systems should have positive long-term effects off staff retention, opportunity for business sustainable growth.  On the other hand, there are some slight impacting factors that could hinder growth, Employee’s resisting to operational change, integration issues with legacy systems and implementation costs, Staff struggling to adjust with new systems which might require more time and cost to fund training. 
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