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Information Systems Improvement Proposal for Maldiva Ltd.

1. Introduction
Maldiva Ltd. is a growing consumer electronics retailer with 30 physical stores and an online shop. The company has been successful and its sales have increased, but its information systems have not developed at the same speed. Because of this, the business is now experiencing several operational problems. These problems affect employees, customers and management, and they could become even more serious if the company continues to expand.
One of the main problems is inventory management. Maldiva Ltd. currently uses a manual system to track stock. This means that information about products is not always updated between stores and the online shop. Customers can therefore order a product online and only find out later that the product is not actually available. This creates complaints, refunds and extra work for employees.
The company also has problems with customer information. Customer data is stored in different systems which do not communicate with each other. As a result, the marketing department cannot easily understand customers’ previous purchases, while customer service staff may not have enough information when dealing with complaints.
Another problem is the way management information is produced. Sales reports are prepared manually using spreadsheets. This takes time and increases the chance of errors. More importantly, managers cannot easily see what is happening in the business at the current time. This makes forecasting and decision-making more difficult.
There are also concerns about data protection and cybersecurity. The current system does not have strong enough access controls, which creates a risk that customer information could be accessed by people who should not have access to it. The UK Information Commissioner’s Office (ICO) explains that organisations need appropriate technical and organisational measures to protect personal information and should control who has access to it (ICO, 2026a). 
Finally, the different departments use separate systems. Sales, finance and inventory information has to be moved manually between departments. This is inefficient and creates another opportunity for mistakes.
This proposal recommends that Maldiva Ltd. replaces its disconnected systems with an integrated cloud-based ERP and CRM solution. One suitable option would be Microsoft Dynamics 365 Business Central combined with Dynamics 365 Sales. Business Central provides functions for areas such as finance, sales, purchasing and inventory, while Dynamics 365 Sales can support customer relationship management. Microsoft also provides integration between the two systems, including synchronisation of relevant customer, product and sales information (Microsoft, 2025). 

The purpose of this proposal is to explain why an integrated system is suitable for Maldiva Ltd., how it could improve the current situation and how the company could introduce it without causing unnecessary disruption.

2. Evaluation of Existing Systems
2.1 Inventory Management
The current inventory system is probably the most visible problem for customers. Maldiva Ltd. relies on manual stock tracking, which means employees have to enter and update information themselves.
This creates a simple but serious problem. Imagine that there are five laptops in a store and the online system also shows five available. If three are sold in the store but the online system is not updated, an online customer could still order one of the laptops. The customer would then have to be told that the product is unavailable.
This situation damages customer satisfaction because customers expect an online retailer to show accurate stock information. It also creates extra work because employees have to contact customers, cancel orders and arrange refunds.
The problem becomes more difficult because Maldiva Ltd. has 30 stores. A manual system may work reasonably well for a small business with one location, but it becomes much harder to manage when information comes from many locations.
There is also a problem with overstocking. Managers may not have a clear picture of which products are selling quickly and which products are sitting in storage. Overstocked products use company money and warehouse space, while understocked products can result in lost sales.
The current system therefore has several weaknesses:
stock information is not always updated;

1 Stores and online sales are not properly connected;
2 employees have to enter information manually;
3 mistakes are more likely;
4 managers have limited information for forecasting; and
5 the system will become harder to manage as the company grows.
A new system should therefore provide one reliable view of inventory across the whole business.
2.2 Customer Relationship Management
The CRM situation is another weakness. Customer information is spread across different systems, so employees cannot easily see the full picture.
For example, if a customer has bought a laptop, headphones and a computer mouse from Maldiva Ltd., the marketing department could potentially use this information to send a relevant promotion. However, this becomes difficult when purchase information is stored in separate places.
The customer service team also suffers from this problem. If a customer contacts the company about a previous purchase, the employee may need to search through several systems to find the order. This takes time and can make the customer feel that the company does not know who they are.
A CRM system should provide authorised employees with a more complete view of customer interactions. This could include contact details, orders, complaints and previous communication.
The benefit would not only be better customer service. The marketing team could also use the information to create more relevant campaigns. However, customer data must be used carefully. Maldiva Ltd. should only use information for appropriate purposes and should make sure customers’ personal information is protected.
2.3 Reporting and Management Information
The company’s use of spreadsheets for sales reporting is another important weakness.
Spreadsheets are not necessarily bad. They can be useful for smaller businesses and simple calculations. The problem for Maldiva Ltd. is that too much information has to be collected manually from different systems.
For example, an employee may have to collect sales information from stores, online sales from another system and inventory figures from another source. The employee then combines everything into a spreadsheet. If one figure is entered incorrectly, the final report can also be incorrect.
There is also a time problem. A report prepared at the end of the day may already be out of date when management receives it.
Laudon and Laudon (2022) explain that information systems are important because they can provide information to support business operations and management decisions. For Maldiva Ltd., this means managers need information that is accurate and available when they actually need it.
The company currently does not have this level of visibility. Managers may know what happened last week but have difficulty understanding what is happening right now.
2.4 Security and Integration
The final problem is that the different systems do not communicate properly.
Sales, finance and inventory teams use different software. Employees have to transfer information from one system to another. Apart from wasting time, this can lead to different departments having different versions of the same information.
For example, if the sales department records an order but the finance department receives the information several hours later, the two departments are temporarily working with different data.
Security is also a concern. The current system does not have strong access controls. This is particularly important because Maldiva Ltd. holds customer information.
The ICO states that access to personal data should be limited to people who actually need it for their role. It also recommends appropriate authentication, access controls, audit trails and other security measures (ICO, 2026a). 
Therefore, the existing system is not only inefficient. It also creates unnecessary business and legal risks.

3. Recommended Solution
3.1 Integrated ERP and CRM
The main recommendation is that Maldiva Ltd. should introduce an integrated information system rather than buying separate systems for every problem.
A suitable solution would be Microsoft Dynamics 365 Business Central integrated with Dynamics 365 Sales.
Business Central can support finance, purchasing, sales and inventory management. Microsoft also provides integration with other products, including Power BI and Power Automate, which could be useful for reporting and workflow automation (Microsoft, 2026). 
Dynamics 365 Sales would provide the CRM side of the solution. The integration between Business Central and Dynamics 365 Sales allows relevant information to be synchronised between the systems. Microsoft documentation explains that records such as customers and contacts can be synchronised, while products and sales information can also be connected between the platforms (Microsoft, 2025). 
This is important because Maldiva Ltd.’s main problem is the lack of connection between departments.
3.2 Improving Inventory
The new system could give Maldiva Ltd. a much clearer view of its inventory.
When a product is sold, the transaction can update the stock information. This would reduce the difference between what is physically available and what is shown online.
For example, if there are only two products left across the company, the system can show the current stock position. Managers could then decide whether products should be moved between stores or reordered.
The system could also provide alerts when stock reaches a particular level. This would reduce the need for managers to constantly check spreadsheets.
It could also help identify slow-moving products. If a product has remained in stock for a long period, managers could consider a promotion or transfer it to a store where demand is higher.
This should reduce both overstocking and situations where popular products are unavailable.
It is important to recognise that a computer system cannot completely eliminate stock errors. Physical counts will still be needed. However, the new system would make the normal process much more accurate and easier to manage.
3.3 Improving Customer Service and Marketing
The CRM part of the system would create a central place for customer information.A customer service employee could potentially see the customer’s order and relevant history without checking several different applications. This should make complaints easier and quicker to deal with, Marketing could also become more targeted. For example, customers who have previously bought gaming products could be offered relevant new accessories. Customers who have not bought anything for a long time could potentially receive a suitable promotion. This could improve marketing because the company would not have to send exactly the same message to every customer.However, Maldiva Ltd. should not use every piece of information simply because it is available. The company needs proper privacy procedures and should make sure that customers understand how their information is being used.The UK GDPR includes principles such as lawfulness, fairness and transparency, purpose limitation, data minimisation and accuracy (ICO, 2026b). 

3.4 Better Management Information
The new system should also provide dashboards for managers.
Instead of waiting for employees to prepare spreadsheets, managers could see information such as:
current sales, sales by store, online sales, inventory levels, popular products, slow-moving products, cancelled orders,returns; customer complaint, and financial performance.
This would make decision-making quicker.
For example, if sales of a particular television suddenly increase, management could see the change and make sure enough stock is available. If sales are falling in one store, managers could investigate the reason rather than discovering the problem several weeks later.Business Central also supports integration with Power BI, which can be used for data visualisation and reporting (Microsoft, 2026). 
This would be a major improvement over the current spreadsheet-based process.
3.5 Improving Security
Security should be treated as an important part of the new system.
Maldiva Ltd. should use role-based access so employees only see the information they need. A store employee should not automatically have access to financial information for the entire company.Administrative accounts should have stronger authentication, including multi-factor authentication where appropriate.Sensitive customer data should also be protected through encryption and other technical measures. ICO guidance explains that encryption can be part of an organisation’s approach to protecting personal data, and it also refers to role-based  access and the principle of least privilege (ICO, 2026c). The company should also maintain backups and audit logs. These would help if information was accidentally deleted or if there was a security incident.
NIST’s Cybersecurity Framework 2.0 provides organisations with a structured way of identifying and managing cybersecurity risks. It is designed for organisations of different sizes and sectors, so it could also be useful for Maldiva Ltd. (Pascoe, Quinn and Scarfone, 2024).





3.6 Cost and Future Growth
The main disadvantage of the proposed system is cost Maldiva Ltd. would have to pay for software licences, implementation, data migration, training and ongoing support. There could also be temporary costs caused by employees spending time learning the new system.
However, the company should compare these costs with the current losses caused by inefficient processes.
For example, every cancelled online order can mean lost revenue and extra customer service work. Incorrect stock levels can also lead to excess inventory or missed sales. Manual reporting also uses employee time that could be spent on more useful activities.
The system would also be more suitable for future growth. If Maldiva Ltd. opens more stores, it should be easier to add new locations to a central system than to create another collection of separate spreadsheets and applications.
For this reason, the proposed system is more expensive in the short term but potentially more cost-effective over a longer period.

4. Implementation Plan
4.1 First Stage: Understand the Current Business
The first step should not be installing software. Maldiva Ltd. should first understand exactly how its current processes work.
Employees from sales, finance, inventory, marketing, customer service and IT should be involved.
The company should identify:
1 what systems are currently being used;
2 what information is stored in each system;
3 where information is manually transferred;
4 which processes create the most errors;
5 what managers need from reports; and
6 what security problems currently exist.
This stage is important because there is little point in automating a process that is already badly designed.

4.2 Second Stage: Select and Configure the System
Maldiva Ltd. should then compare several possible ERP and CRM suppliers.
The company should consider:
1 functionality;
2 total cost;
3 ease of use;
4 integration;
5 security;
6 scalability;
7 supplier support; and
8 compatibility with the existing e-commerce platform.
Microsoft Dynamics 365 should be considered as one option rather than automatically selected without comparison.
Once the system has been chosen, it should be configured around Maldiva Ltd.’s actual business processes.
4.3 Third Stage: Clean the Data
Data migration is likely to be one of the most difficult parts of the project.
The company may have duplicate customer records, old product codes and inaccurate stock information.
These problems should be cleaned before migration. Otherwise, Maldiva Ltd. could simply move its old data problems into a new system.
Customer information should also be checked against data protection requirements. Only information that is needed should be transferred and retained.
4.4 Fourth Stage: Pilot Project
The company should not introduce the new system into all 30 stores on the same day.
A better approach would be to choose three stores for an initial pilot. These stores could be selected because they have different levels of sales and different operational conditions.
The pilot should test:
1 sales transactions;
2 inventory updates;
3 online orders;
4 customer information;
5 returns;
6 reporting;
7 user permissions; and
8 integration with finance.
If problems are discovered, they can be corrected before the full rollout.
4.5 Fifth Stage: Employee Training
Training will be very important.
Employees should receive training based on their actual roles. Store workers do not need the same training as finance employees or managers.
Training should include practical exercises rather than only presentations. Employees should be able to practise normal tasks before the system becomes fully operational.
The company should also provide support after implementation because employees are likely to have questions once they start using the system in real situations.
4.6 Sixth Stage: Full Rollout
After the pilot is successful, the system can be introduced to the remaining stores.
A phased rollout would be safer than introducing everything at once. For example, Maldiva Ltd. could introduce the system to several stores at a time.
The IT team should monitor the rollout and quickly respond to technical or operational problems.
4.7 Measuring Success
Finally, Maldiva Ltd. should check whether the project has actually improved the business.
The company should compare performance before and after implementation.
Useful measures could include:
	Area
	Suggested Measure

	Inventory
	Stock accuracy

	Online sales
	Number of cancelled orders caused by stock problems

	Customer service
	Average complaint resolution time

	Reporting
	Time required to prepare management reports

	Marketing
	Response rate to targeted campaigns

	Finance
	Number of data-entry errors

	Security
	Number of unauthorised access incidents

	Employees
	Training completion and system usage


These measures would show whether the new system is producing real benefits rather than simply being installed.

5. Possible Problems During Implementation
There are several risks that Maldiva Ltd. needs to consider.
The first is employee resistance. Some employees may be comfortable with the systems they already use and may not want to change. The company can reduce this problem by involving employees early and explaining why the new system is needed.
The second is data migration problems. Poor data could affect the new system from the beginning. This is why data cleaning should happen before migration.
The third is cost overruns. Large IT projects sometimes become more expensive because organisations request too many custom features. Maldiva Ltd. should avoid unnecessary customisation where the standard system can already perform the required task.
Another risk is cybersecurity. Moving to a modern system does not mean that the company is automatically protected. Security still depends on how accounts are managed, how employees use the system and how the organisation responds to threats. NIST recommends using a structured approach to understand, assess and manage cybersecurity risk (Pascoe, Quinn and Scarfone, 2024). 
There is also a risk of temporary disruption. Employees may be slower during the first few weeks because they are learning a new system. This should be expected rather than treated as a failure of the project.

6. Conclusion
Maldiva Ltd. has reached a point where its existing information systems are no longer suitable for the size and direction of the business. The main problems are connected to manual inventory management, disconnected customer information, spreadsheet-based reporting, weak integration and data security concerns.
The company should therefore move towards an integrated ERP and CRM system. Microsoft Dynamics 365 Business Central together with Dynamics 365 Sales is one suitable option because it can connect areas such as finance, inventory, sales and customer management. Microsoft also provides tools for integration and reporting. 
The proposed system should help Maldiva Ltd. improve stock accuracy, reduce cancelled online orders, provide better customer service and give managers more up-to-date information. It should also reduce the amount of manual data entry between departments.
There will be costs and risks. The company will need to invest in software, implementation and employee training. Data will need to be cleaned, and some employees may initially resist the change. For this reason, the project should be introduced gradually, beginning with a detailed analysis and a small pilot.
Overall, an integrated information system would give Maldiva Ltd. a stronger foundation for its future growth. More importantly, it would solve several of the company’s problems together instead of introducing separate solutions for inventory, CRM, finance and reporting.
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