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[bookmark: _Toc234622688]Introduction
Maldiva Ltd. is a growing consumer electronics retailer with 30 stores and an ecommerce platform, but transactions are gaining pace faster than its information systems. Manual inventory is not just an isolated inefficiency it’s a sign of an integration and data-governance failure, as are fragmented customer databases, spreadsheet reporting, weak GDPR controls and disconnected applications. The website therefore might order a laptop after the last one has been sold on the premises, leading to refunds, complaints, rework and loss of trust. Channel visibility and digital technologies are key to omnichannel performance, and organisational fit, process redesign and information quality are critical to ERP value (Vhatkar et al., 2024, Nour, 2023). This proposal assesses the strengths and weaknesses and challenges and suggests to integrate the cloud ERP with inventory, CRM, finance and business intelligence with a set of standard processes, training, security and governance.
[bookmark: _Toc234622689]Evaluation of Existing Information Systems
[bookmark: _Toc234622690]Existing Environment and Root Cause
Maldiva is a mix of manual stock keeping, standalone store and online transaction processing systems, unlinked customer databases, departmental applications and spreadsheet reporting. None of these tools can generate an authoritative organisational record alone, but all together they can. Disconnected technology perpetuates duplicated entry, inconsistent procedures and incomplete employee information. Not a lack of software but lack of enterprise architecture, data ownership and governance in the root failure (Sadulla, 2025). 
[bookmark: _Toc234622691]Inventory and Order Management
The manual updates result in timing gaps and errors throughout 30 stores and ecommerce. If online availability is not affected during the sale of the final console in Store 15, it may lead to cancellation or refund/rework. There are costs associated with stockouts, and costs associated with excess electronics, due to the risk of obsolescence and the loss of working capital. There is evidence of the need for co-ordination in replenishment and fulfilment, as shown by Omnichannel evidence (Arslan et al., 2025). However, channels can be tainted by errors that may be scaled by automation, such as inaccurate opening balances, inconsistent product codes, or unrecorded returns. Master Data Controls and Reconciliation need to be complemented by real-time integration. 
[bookmark: _Toc234622692]CRM and Customer Service
Incomplete records limit the ability to see the big picture of the customer. A broker that manages a defective online tablet might not have any history of buying and selling the tablet, warranty coverage, or repurchasing and complaining about it, requiring a repeat of the process and a further delay in the problem's resolution. Marketing can't reliably segment customers or cross-sell customers. CRM is integrated relationship functionality, not just a promotion database and relies on consent records and ongoing data-quality management (Albrecht et al., 2023). Opaque personalisation can lead to loss of trust. 
[bookmark: _Toc234622693]Reporting and Decision-Making
There is risk of transcription errors, different formulas, duplications and version conflicts in the process of consolidation in a spreadsheet. Managers can only see an increase in headphones wish once a week reporting, and when it is too late – the headphones are out of stock. Errors in spreadsheets may affect the results (Poon et al., 2024). Without timely, consistent and accessible information, transaction volume will not be of much use in terms of management. 
[bookmark: _Toc234622694]GDPR, Security and Ethics
Weak permissions open the door to exposing customer records to unnecessary access, alteration or disclosure. The UK GDPR principles are: lawfulness, purpose limitation, minimisation, accuracy, storage limitation, security and accountability(ICO, 2026). It's not software purchasing that is the answer for compliance, it is policies, retention schedules, access review, training and named ownership. There is an unethical use of opaque profiling. 
[bookmark: _Toc234622695]Overall Evaluation
Manual transfers between sales, finance and inventory cause duplicate work and cause delays in reconciling and recordkeeping. Departmental systems carry out local work and reinforce silos. Maldiva requires enterprise-wide integration because it is the lack of information flow between different systems, rather than the lack of software, that is the problem.
[bookmark: _Toc234622696]Recommended Information-System Solution
[bookmark: _Toc234622697]Evaluation of Alternatives
There are three plausible possibilities. First, standalone inventory and CRM applications would be quicker and cheaper initially. Stock control software may possibly integrate inventory and CRM could merge customer records. But finance, reporting and fulfilment would remain via interfaces, which could be replacing old interfaces with new ones. Secondly, applications that could be best-of-breed and connected via APIs would provide departments with specialist functionality. However, with many vendors and systems the risk of integration failure, cyber exposure and lifecycle cost rises. Thirdly, cloud ERP with CRM and business intelligence would standardize workflows and shared product, customer, sales, and financial Data. The drawbacks are complexity of migration, training, and subscriptions and relying on vendors. The success of ERP implementation requires the appropriate fitment of the organisation, competent team, vendors, management support and user engagement (Kusumawardhana et al., 2024). Maldiva should opt for the ERP-led option, instead of functional coverage, integration, scalability, ownership cost, security, usability, implementation risk and supplier support. However, without transaction volumes, budgets and quotations it would be commercially unfounded to name a platform. 
[bookmark: _Toc234622698]Proposed Cloud ERP Architecture
The architecture should incorporate real-time inventory and procurement, point of sale, e-commerce, finance, CRM, returns, reporting, dashboards and identity management. Information should be transferred from store tills, website and warehouse via a secure integration layer to a central ERP database, which will support operational and analytical modules. This means that you have one version of stock, customer and order information as well as financial information. The systems can bolster agility by having enough budgets, skills, and management commitment (Hong et al., 2024). Maldiva doesn't have to abandon applications like a payment gateway that prove the existence of secure APIs, common identifiers and accountable ownership. Central updates and expansion beyond 30 stores are achieved via cloud deployment, while licensing, outages, data residency and supplier exit need control. 
[bookmark: _Toc234622699]Inventory, Sales and Fulfilment
All sales, reservations, transfers and returns must update a central ATP quantity right away. Reorder alerts, transfers, exceptions, returns, low-stock alerts should be included in Functions. On the sale of a television online, the ERP should reserve the TV, mark it as unavailable on the website, post the sale to finance and initiate fulfilment, with the reorder threshold triggering an alert to procurement. Omnichannel technologies enhance the operations with data and channel coordination (Vhatkar et al., 2024). This minimizes overselling, refunds, stock outs as well as reconciliation. But historical demand can be invalidated by promotions and/or supply disruption and/or product launches, so automated replenishment should not be without the ability to be reviewed, but controlled managerial overrides should be better. This keeps them accountable and not have automated suggestions that are "off-limits. 
[bookmark: _Toc234622700]Advanced Customer Relationship Management, Service and Personalisation
The CRM module should be able to collate identity, purchases, service contacts, complaints, returns, warranties, preferences and marketing consent. A service advisor would be able to confirm a broken laptop purchase and warranty right away. Marketing might divide customers into segments, based on category, frequency and channel - and provide appropriate accessories when the consent is granted. Poor data quality is a crucial factor in the weak uptake and decisions that are made, thereby decreasing the effectiveness of CRM (Albrecht et al., 2023). Maldiva should not over-collect, traverse, obscure the profiling and secondary use cases as personalisation can incite resistance if it is seen as an invasion of privacy (Cai and Mardani, 2023). 
[bookmark: _Toc234622701]Business Intelligence and Data Governance
Dashboards should provide information on sales by store, channel and product; stock-outs; excess stock; cancellations; refunds; fulfilment time; margins; complaints; and forecast accuracy. The transaction data would help management decisions and enable managers to identify products that are moving quickly or weak stores before losses occur. However, the usefulness of the dashboard is influenced by the data, information and service quality, which determines the use of BI (Rieg, 2025). Maldiva should design and assign data owners, establish product coding standards, establish KPIs, implement validation rules and track exceptions. For instance, a dashboard could identify increasing headphone demand before a stock-out, but management would need to determine if it is because of a promotion, product coding or a true demand increase. If there is no governance, errors become centralized errors, which look authoritative (Kalluri et al., 2025). 
[bookmark: _Toc234622702]Cost, Efficiency and Scalability
Cost of ownership (CoO) shall be considered in appraisal, including subscription, consultancy, integration, migration, training, testing, support, disruption and exit costs. Benefits include reduced refunds, reduced duplication, improved stock turnover, quick service, stock forecasting and growth. Since there are no baseline or price information provided in the scenario, numerical savings would be created. Prior to approval, maldiva should get similar quotes and set some baselines and test scenarios.
[bookmark: _Toc234622703]Security, Ethics and Sustainability
Role based access, least privilege, multifactor authentication, encryption, audit trails, backups and incident response – these are the elements of security that need to be integrated and coupled together. The NIST CSF 2.0 focuses on governance along with identification, protection, detection, response and recovery (NIST, 2024). Maldiva should carry out a data protection impact assessment where data processing poses a high risk and privacy should be considered in the entire life cycle of the processing (ICO, 2026). Forecasting can help eliminate excess inventory, transfers and returns, but the evaluation of vendors should also include energy consumption, hardware disposal/portability. 
[bookmark: _Toc234622704]Implementation Plan
[bookmark: _Toc234622705]Governance and Requirements
The CEO should chair a steering committee comprised of project, process, IT, finance and store and data-protection leads. The team should determine scope, budget, decisions and results, and then map processes such as sales, inventory, e-commerce, returns, service and finance processes. Real-life scenarios reveal practical exceptions. For stock accuracy, cancellations, refunds, fulfilment, reporting time and complaints to be accurate, they must come before investment.
[bookmark: _Toc234622706]Vendor Selection and Design
Functionality, scalability, APIs, security guarantee, usability, implementation skills, support and ownership cost and portability should be evaluated in a formal specification and weighted matrix. For the vendors, they will need to show how they keep their stock records and update their finances simultaneously while they are selling a product online. Uptime, backups, data location, subcontractors, breach notification and exit assistance are all critical factors for a due diligence.
[bookmark: _Toc234622707]Data Migration and Integration
Maldiva should reconcile product, supplier, customer, stock and financial records; identify and delete duplicates; identify and correct omissions; ensure codes are standardised; ensure balances are correct. Records will be migrated for operational and retention rules, archived or deleted. This must be done during rehearsal process, to ensure totals are matched and interfaces are tested and backed up for recovery. Cutover should be done only after accuracy is approved by data owners. 
[bookmark: _Toc234622708]Testing, Pilot and Rollout
Testing units, interfaces, performance, security and user acceptance. The pilot needs to cover not just the strongest branch, but e-commerce and stores of various sizes and staff skill levels. All journeys including sale, reservation, return, accounting and complaint, and refund journeys should be tested. Rollout based on the accuracy, reliability, security and acceptance of stock. The deployment should be done by the store groups with support and rollback plans.
[bookmark: _Toc234622709]Training and Change Management
Store, inventory, service, marketing, finance and management users should be prepared for workshops, sandboxes, and guides and demos. Support should be offered by super-users and competence tested by realistic tasks. It is crucial to have visible sponsorship and consultation, as resistance and workload can pose a threat to adoption. 
[bookmark: _Toc234622710]Risks and Performance Control
The roles of controls should be to own the risk: cleansing data, testing integrations end-to-end, rolling out the deployment, training users, monitoring threats, controlling scope and negotiating portability clauses. The measures are inventory accuracy, cancellations, refunds, stockout, fulfilment time, complaint resolution, forecast accuracy, reporting effort, adoption and incidents. Targets should be based on baseline and pilot evidence and not invented percentages.
[bookmark: _Toc234622711]Conclusion
The issues that Maldiva Ltd. is facing are related to the lack of integration of data, manual work, poor control and lack of integration in their departments. Standalone inventory or CRM systems might enhance individual tasks, but they would not offer enterprise-wide integration that the expanding 30-stores and ecommerce retailer needed. The cloud ERP architecture should thus integrate inventory, sales, online order, finance, CRM and business intelligence, in a shared and controlled information space. There are a number of benefits to be expected such as accuracy in stocks, reduced cancellations, speedy complaints handling, more targeted marketing, timely management information and enhanced GDPR compliance and expansion. But value is dependent on accuracy of migration, process re-design, training, phased implementation, cyber security, leadership and ongoing evaluation.
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