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Case study overview 

 Maldiva Ltd. is facing escalating operational inefficiencies due to outdated, fragmented 

information systems. Manual inventory tracking, disconnected CRM databases, and error prone 

reporting processes hinder accuracy, responsiveness, and strategic decision making. Weak 

data protection controls and poor system integration further compromise compliance, 

productivity, and customer satisfaction, limiting the organisation’s ability to scale sustainably. 

Key Challenges Faced by the Organisation 

Maldiva Ltd. has many interconnected operational challenges, including persistent inventory 

inaccuracies caused by manual stock tracking, leading to customer dissatisfaction and 

inefficient replenishment. The organisation’s fragmented customer relationship management 

(CRM) systems hinder personalised marketing and effective complaint resolution, while reliance 

on manual spreadsheets results in delayed and unreliable sales reporting. Weak data protection 

controls reveal the company to general data protection regulation (GDPR) non compliance and 

cybersecurity risks, and the insufficiency of integrated systems across departments forces 

employees to manually transfer data, increasing errors and reducing overall operational 

efficiency. 



 

Evaluation of Existing Systems 

Analysis of Current Information Systems 

Maldiva Ltd.’s information framework is characterised by manual, fragmented, and non 

integrated systems that restrict operational efficiency. Inventory is tracked through manual 

processes, CRM data is dispersed across disconnected platforms, and sales reporting relies 

heavily on error prone spreadsheets. Departmental systems operate in isolation, preventing real 

time data sharing and coordinating decision making. Collectively, these legacy systems lack 

automation, scalability, and compliance with aligned data governance. 

Identification of Inefficiencies and Gaps 

Maldiva Ltd.’s existing information systems reveal several critical inefficiencies and structural 

gaps that impede operational performance. The absence of automated inventory tracking 

produces frequent stock discrepancies and delays in fulfilment, while the organ isation’s 

disjointed CRM architecture fragments customer data, limiting personalised engagement and 

weakening complaint management. Reporting processes reliant on spreadsheets generate 

errors and outdated insights, compromising the accuracy of strategic forecasting. Additionally, 

inadequate data protection controls expose the company to GDPR for non compliance and 

intensified cybersecurity risks. These issues are compounded by system fragmentation across 

departments, where non integrated software needs manual data transfers, increasing workload, 

error rates, and overall operational bottlenecks. 

Recommendation solution 
To be able to solve the issues Maldiva Ltd., has been going through one recommendation would 

be to integrate Enterprise Resource Planning (ERP) system with embedded Customer 

Relationship Management (CRM) and Business Intelligence (BI) capabilities.  

According to Bhattacharya, Ramakrishnan and Fosso Wamba, (2023) Enterprise Resource 

Planning (ERP) systems are large, organisation wide platforms that manage core transactional 

data by integrating all business functions into a single, real time data environment.  



Implementing these will support in  centralising inventory, sales, and customer data into a 

unified platform. This integration would automate stock control, enhance data accuracy, and 

support real time analytics, therefore improving operational efficiency and strategic decision 

making. Furthermore, a consolidated CRM module would strengthen personalised customer 

engagement and service quality, while BI tools would provide timely insights that optimise 

forecasting and resource allocation. Collectively, this modern information system would 

streamline processes, reduce errors, and significantly enhance customer satisfaction. 

Elaborating Chao et al., (2026) refers to key points mentioned with further explaining how 

combining ERP and business intelligence together produces cohesion, significantly strengthen 

strategic judgment, and boost organisation adaptability. According to Guerola Navarro et al., 

(2026) the CRM system operates as a central enabling technology, giving internal operational 

improvements through streamlined customer management while simultaneously strengthening 

the organisation’s external market position. Overall, this approach strengthens both customer 

service delivery and commercial operations by enabling advanced data driven insights and 

fostering greater stakeholder engagement throughout the development cycle. Together, these 

capabilities promote improved productivity, advanced strategic judgement, and potentially 

increase revenues through enhanced customer retention and attraction. Moreover, the 

integration supports wider digital transformation initiatives, leveraging data utility, and facilitating 

multi departmental collaboration aligned with long term business strategies. 

Implementation Plan  

An effective implementation plan for the proposed ERP, CRM, and BI system would 

involve a phased approach beginning with system configuration where system settings 

will be adjusted to aid Maldiva Ltd. needs, secondly implementation of data migration, 

and integration with existing infrastructure to ensure operational continuity. Additionally, 

comprehensive staff training would be essential to support user adoption and minimise 

resistance to change.  Enhancing staff competence through structured training is 

critical, given that capability is determined by the combined development of knowledge, 

skills, behaviors, and work processes. Investing in these areas enables employees to 

perform capabilities to a higher standard and supports broader organisational 

effectiveness (Huu, Thai An & Trung, 2026). Having mentioned this, it reflects although 

Maldiva Ltd. has a need to implement a new information system the value of staff being 



able to understand how to use it is crucial and equally important to benefit organisation 

efficiency by upskilling stakeholders to reach the maximum potential overall elimination 

all gaps when adding the new system in action. However, as it will be a new tool added 

that has a positive impact one of the disadvantages is that each stakeholder learns at 

different paces therefore there may be temporary workflow disruption and a need for 

ongoing technical support to make sure there's a smooth transition and sustained 

system performance. 

Abu-Shanab and Idilbi (2022) further argue that employee perceptions play a critical role in ERP 

implementation success. This insight is highly relevant for Maldiva Ltd, where a successful ERP 

implementation requires a comprehensive, organisation wide approach that accounts for the 

diverse needs, expectations, and readiness levels of all stakeholder groups. ERP and BI 

systems will significantly reshape workflows across key departments including Finance, 

Operations, Procurement, HR, and Customer Service. Consequently, it will make each 

department active involved and be crucial to avoid implementation failure and ensure alignment 

with operational realities. A central challenge for Maldiva Ltd lies in enabling employees to adopt 

the new system confidently, as the benefits of ERP and BI, such as improved data accuracy, 

streamlined processes, and enhanced decision making, can only be achieved when staff fully 

understand and engage with the technology. The Technology Acceptance Model (TAM) (Davis, 

1989) provides a relevant theoretical foundation, placing emphasis that perceived usefulness 

and ease of use strongly impact on stakeholder acceptance, especially during periods of digital 

transformation. Given the complexity of ERP implementation, where multiple functional areas 

must be integrated and existing processes redesigned to create a unified, real time data 

environment, Maldiva Ltd must prioritise stakeholder training, communication, and involvement 

to ensure each department understands the system’s purpose, operational impact, and 

contribution to organisational performance. 

 

 

Final implementation structure 

Table demonstrating implementation stages in detail 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

Table summary 

The table above outlines a structured, phased approach for implementing ERP, CRM, and BI 

systems at Maldiva Ltd, starting with requirements analysis and vendor selection to make sure 

the chosen platform aligns with departmental needs. It reinforces critical technical stages such 

as system configuration, data migration, integration across departments, and detailed testing 

before going live. The summary also highlights the importance of comprehensive staff training 

and ongoing support to enhance stakeholder's adoption and minimise resistance. Moreover, it 

notes essential integration considerations such as system compatibility and hosting decisions 

while acknowledging potential challenges including temporary downtime, data migration risks, 

cybersecurity needs, and stakeholder resistance. 



The implementation table further strengthens the overall project by presenting a clear 

operational blueprint that translates strategic intentions into actionable steps for Maldiva Ltd. It 

illustrates how the organisation can move from conceptual planning to practical execution 

through a structured sequence of activities that support both technical readiness and 

organisational adaptation. Butarbutar et al. (2023) also validate the importance of having a 

practical and well orderly execution plan when implementing ERP, CRM, and BI systems, 

explaining that ERP operates as an integrated suite of business modules that links key 

organisational functions including as finance, accounting, manufacturing, procurement, and 

customer service into a single platform supported by shared data. Their perspective highlights 

that this level of integration is a must for strengthening supply chain coordination and improving 

operational productivity, further aiding the need for a well managed implementation strategy. 

  

 Each stage contributes to building a cohesive digital ecosystem, ensuring that ERP, CRM, and 

BI modules are introduced in a controlled and coordinated manner. The table also provides 

clarity on how different components of the implementation process interrelate, showing the 

value of aligning system design, data preparation, integration work, and testing activities to 

maintain continuity across departments. Jacob and Kabaso (2025) support this concept when 

stating integrating ERP and CRM, SMEs can concentrate on key operational processes and 

strengthen customer relationships, creating conditions that support improved performance and 

business expansion. From my perspective, this combined approach also gives SMEs a better 

overview and control over their daily routine activities, making it easier to respond to customer 

needs and adapt to market changes. 

While developing internal staff capability is often viewed as a core requirement for successful 

technology adoption, Maldiva Ltd may also consider alternative strategies if it prefers not to 

invest heavily in training its existing workforce. However, upskilling current employees can 

strengthen organisational efficiency, it requires time, financial resources, and sustained 

managerial support. An alternative approach is to recruit professionals who already have strong 

ERP, CRM, and BI expertise, allowing Maldiva Ltd. to accelerate implementation and decrease 

the costs related to extensive training. This aligns with Sharma et al. (2022), that reflects that 

HRM 4.0 places significant emphasis on securing highly skilled talent, enhancing organisational 

conditions, and supporting more informed strategic decision making. From this perspective, 

hiring qualified individuals could provide Maldiva Ltd with immediate capability and minimise 



operational disruption, though it may also introduce higher recruitment costs and potential 

cultural integration challenges. 

In addition, it reinforces the role of staff capability development as a central pillar of successful 

adoption, recognising that technology benefits are only realised when employees are confident 

and competent in using new tools. By outlining integration requirements and potential risks, the 

table equips Maldiva Ltd with foresight to anticipate challenges and prepare mitigation strategies 

that protect operational stability. 

 Overall, this structured overview supports informed decision making and ensures that the 

transition to ERP, CRM, and BI systems is both manageable and strategically aligned with 

Maldiva Ltd’s long term performance goals. 

 

 

 

 

 

 

 

 

Conclusion   

In conclusion, this project has revealed that Maldiva Ltd faces a rage of critical challenges in its 

current information environment, including fragmented systems, manual processes, limited data 

visibility, and inconsistent customer management practices. The evaluation of existing systems 

revealed significant inefficiencies and operational gaps that restrict organisational performance, 

hinder decision making, and reduce customer satisfaction. These issues highlight the need for a 

more integrated, data driven infrastructure. 



The proposed ERP, CRM, and BI solution represent the most effective and strategically aligned 

response to these challenges. ERP will streamline core operational processes, CRM will 

strengthen customer relationship management and service quality, and BI will enhance 

analytical capability and real time decision making. Together, these systems offer a unified 

platform that improves efficiency, accuracy, compliance, and organisational transparency. The 

combined implementation is expected to deliver measurable improvements in workflow 

coordination, customer satisfaction, reporting reliability, and strategic planning. 

The project also highlighted key organisational challenges, especially staff adaptability, 

resistance to change, and the complexity of integrating multiple functional areas. These human 

centered barriers reinforce the importance of structured training, stakeholder engagement, and 

clear communication throughout the implementation process. The recommended solution was 

supported by a comprehensive implementation plan, detailing requirements analysis, vendor 

selection, system configuration, data migration, integration, testing, go live procedures, and 

ongoing support. This phased approach ensures operational continuity while addressing 

potential risks such as temporary downtime, data migration errors, and cybersecurity needs. 

Overall, the application of ERP, CRM, and BI systems positions Maldiva Ltd to eliminate existing 

inefficiencies, close operational gaps, and build a more resilient, data driven organisation 

capable of sustaining long term performance improvements. 
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