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[bookmark: _Toc237985532]1. Introduction
In today's retail environment the use of information systems is a vital necessity for organizations to ensure that information is both accurate and timely to facilitate the coordination of the retail transaction, stock, customers and management decisions. This becomes even more relevant when retailers sell their products both online and offline. An effective information system uses technology, people, processes and data together, it is not just about automating people.
Maldiva Ltd. is a growing consumer electronics retailer having 30 physical stores and e-commerce platform. Its sales have gone up, but its information infrastructure hasn't kept up. The lack of a manual inventory system leads to discrepancies between recorded stock and actual stock; fragmented customer information across multiple systems; preparation of management reports by hand using spreadsheets; disconnection between finance, sales and inventory applications; and poor access control, which poses data protection and cybersecurity issues.
These issues are interrelated. A mis-recorded stock, for instance, could lead to an online cancellation, customer complaints, financial information inaccuracies and management forecasting. The real issue isn't just the software being out-of-date, it's the information being fragmented.
The aim of this report is to assess Maldiva Ltd.’s current information system, to analyze alternative information system solutions and propose an integrated cloud-based Enterprise Resource planning (ERP) system, which will include inventory management, Customer relationship management (CRM), Business Intelligence (BI) and finance modules. Implementation, ethical, security, sustainability and organizational change are also considered.




[bookmark: _Toc237985580]Table 1: Current Information-System Gap Analysis
	Current problem
	System weakness
	Business impact
	Priority

	Inventory discrepancies
	Manual stock records
	Stock-outs, overstocking and refunds
	Critical

	Fragmented customer data
	Disconnected customer systems
	Poor personalisation and slower support
	High

	Manual reporting
	Spreadsheet dependence
	Errors and delayed decisions
	High

	Departmental silos
	Systems do not communicate
	Duplication and inconsistent data
	Critical

	Weak access controls
	Inadequate governance
	Privacy and cybersecurity exposure
	Critical


[bookmark: _Toc237985533]2. Evaluation of Existing Information Systems
[bookmark: _Toc237985534]2.1 Inventory Management
The manual inventory system is not appropriate for a 30-store organization and an online system. Inventory adjustments when goods are sold, returned, received and transferred. Manual updates are prone to error, especially when relying on them heavily.
The impacts are operational and strategic. Customers can buy products online which are listed as available, but find that they are not in stock, which causes customer dissatisfaction and refunds or cancellations. Accurate product information on the other hand can help to avoid unnecessary working capital tie-up due to overstocking by using slow moving products. This is especially important for consumer electronics since technological products can become obsolete rather quickly.
Pontoh et al. (2024) point out that ERP is necessary to enhance information flow and supply-chain integration, and the benefits of technologies like RFID for supply-chain visibility. But using automated tracking would not be enough to fix Maldiva Ltd.'s issue. There should also be a seamless transfer of accurate stock data to systems like e-commerce, finance and management.
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[bookmark: _Toc237985559]Figure 1: Current Information-System Challenge Severity
[bookmark: _Toc237985535]2.2 Customer Relationship Management
Customer information is stored in multiple disconnected Apps, which doesn't allow Maldiva Ltd to have a homogeneous perception of the interactions that took place with the Customer.
The CRM systems can be linked with the purchases, returns, enquiries and complaints, leading to better customer relationship management for organizations. Nilashi et al. (2023) demonstrate that information, system and service quality are important to customer satisfaction with CRM systems. So, CRM value isn't solely about having the information about customers, but about its quality and accessibility.
Integrated CRM would enable the customer-service team at Maldiva Ltd. to pull up purchase history when addressing customers' complaints and would enable marketing teams to do more appropriate segmentation. But personalization raises ethical issues. Excessive customer surveillance should not be encouraged by more technological ability. Data collection should continue to be proportionate to the legitimate business purpose.
[bookmark: _Toc237985536]2.3 Reporting and Decision-Making
The current system of management is based on manually created spreadsheets. While spreadsheets can be valuable analytical tools, they can present risks of formula errors, multiple versions and out-of-date information when used to consolidate data across a multi-store retailer.
There are various types of information systems that offer various kinds of support. Transaction Processing Systems (TPS) store everyday business activities, Management Information Systems (MIS) offer structured reports, Decision Support Systems (DSS) facilitate analytical decisions, CRM systems help to manage customer relationships, and BI systems help to convert the data of their organizations into dashboards and trends.
[bookmark: _Toc237985581]Table 2: Information System Options and Relevance
	System
	Main purpose
	Application to Maldiva Ltd.
	Limitation

	TPS
	Routine transactions
	Sales and returns
	Limited strategic analysis

	MIS
	Structured reporting
	Sales/inventory reports
	Primarily predefined reporting

	DSS
	Analytical decisions
	Forecasting
	Depends on reliable data

	CRM
	Customer relationships
	Customer histories
	Does not integrate all functions

	BI
	Data analysis
	Dashboards and trends
	Poor source data reduces value

	ERP
	Enterprise integration
	Sales, finance and inventory
	Cost and implementation complexity


This comparison shows that BI or CRM were not a solution for Maldiva Ltd. because these usually don't solve the core integration challenge. Specific features can be integrated through ERP to share the same information within the organization.
[bookmark: _Toc237985537]2.4 Security and Data Protection
Due to poor access controls, Maldiva Ltd is exposed to privacy, regulatory and cyber security risks. The modern system should have role-based access, multi-factor authentication, encryption, audit logging, backups and periodic re-review of permissions.
Data governance needs to consider what data is gathered and stored. ICO guidance on data minimization suggests the information gathered must be sufficient, relevant and be limited to what is needed. So Maldiva Ltd. shouldn't keep customers' data just because it can be done technologically.
[bookmark: _Toc237985538]3. Evaluation and Recommended Solution
Three alternatives should be considered rather than assuming ERP is automatically the best solution.
Option 1 – Improve legacy systems. Maldiva Ltd. may keep some applications but automate certain processes. This has a relatively low startup cost, minimum disruption and would keep information silos but will be harder to maintain over time as the company grows.
Option 2 – Best-of-breed systems. Individual strong capabilities might be offered by specialist inventory, CRM and BI applications. But several applications need to have consistent interfaces and could duplicate the integration issues that are impacting the company.
Option 3 – Integrated cloud ERP. An ERP cloud might be able to connect all inventory, sales, finance and customer data to a single platform. Scalability, flexibility, resilience and organizational agility are important factors which contribute to the transition to cloud ERP, as mentioned by Lee, Kim and Lee (2024). 
[bookmark: _Toc237985582]Table 3: Weighted Decision Matrix
	Criterion
	Weight
	Legacy
	Best-of-Breed
	Cloud ERP

	Integration
	30%
	2
	3
	5

	Scalability
	20%
	2
	4
	5

	Decision support
	20%
	2
	4
	5

	Cost attractiveness
	15%
	5
	3
	3

	Risk attractiveness
	15%
	4
	3
	3

	Weighted score
	100%
	2.55
	3.45
	4.40


Scale: 1 - very weak; 5 - very strong. Scores are based on consultant judgment based on the case.
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[bookmark: _Toc237985560]Figure 2: Weighted Evaluation of Information-System Options
The analysis concludes that Cloud ERP is the most promising solution. While this is not to say that ERP is always the best option, integration and scalability are particularly crucial for Maldiva Ltd.'s 30-store omnichannel operation.
[bookmark: _Toc237985539]3.1 Proposed Architecture
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[bookmark: _Toc237985561]Figure 3: Proposed Information-System Architecture
The proposed architecture should bring together the physical stores and e-commerce and include an integrated cloud ERP/central data platform to manage inventory, sales, finance and CRM, and then provide data to BI and management dashboards.
Stocks shall be automatically adjusted after the sales, return and transfer are processed. This will lower the chances of end customers ordering products that are not in stock, while making replenishment decisions easier.
CRM should create authorized customer profile with appropriate purchases, returns and service interactions. BI dashboards should offer information to management like sales by channel, stock-outs, inventory turnover, margins, returns and fulfilment performance.
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	KPI
	Management purpose

	Stock discrepancy rate
	Assess inventory accuracy

	Stock-out frequency
	Improve replenishment

	Inventory turnover
	Monitor stock utilisation

	Sales by store/channel
	Compare performance

	Gross margin
	Assess profitability

	Return/refund rate
	Identify product/service issues

	Fulfilment time
	Assess operational efficiency

	Complaint resolution time
	Monitor customer service


Baseline targets should be set before the introduction of any improvements in the organization. Hypothetical percentages would undermine, not bolster, an analysis.
Cloud deployment also allows for scalability, meaning it is possible to add more stores and users without having to build new local infrastructures. However, there are risks associated with ERP such as costs for implementation, reliance on a vendor and potential disruption across the entire organization if the central ERP system goes down.
But sustainability should also be a criterion for selecting vendors. Better forecasting may help minimize overstocking and product obsolescence and digital workflows can help cut down on paper use. But cloud data centers use energy, so digitalization should not be seen as inherently sustainable.
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[bookmark: _Toc237985584]Table 5: Phased Implementation Plan
	Phase
	Activity
	Key outcome

	1
	Requirements/process mapping
	Requirements and baseline KPIs

	2
	Vendor selection/design
	Selected platform

	3
	Data cleansing/migration
	Validated data

	4
	Integration/pilot testing
	Tested solution

	5
	Training/change management
	Prepared employees

	6
	Controlled rollout
	Organisation-wide deployment

	7
	Post-implementation review
	Benefits evaluation
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[bookmark: _Toc237985562]Figure 4: Indicative Implementation Timeline
The first stage is to create a cross-functional team to map out current processes and define requirements—this includes IT, finance, inventory, stores, e-commerce, marketing and customer service. The vendors should then be assessed on the functionality, overall cost, scalability, cybersecurity, integration and support.
Before migrating, it is necessary to cleanse the data. Obsolete and inconsistent product codes, and duplicate customer records, must be corrected or the new system will duplicate information-quality issues.
Implementation to be tested in selected stores. Before global deployment, all the following should be tested: Sales, returns, inventory transfers, online orders, CRM records, financial postings, permissions and recovery procedures.
The training of employees is also crucial. Some key ERP success factors emphasized by Butarbutar et al. (2023) are continuous integration, post-implementation training and active user participation. For store workers, transactional training is necessary, for managers dashboard skills and specialist teams, module specific training.
[bookmark: _Toc237985585]Table 6: Implementation Risk Register
	Risk
	Impact
	Mitigation

	User resistance
	High
	Communication, participation and training

	Poor data quality
	High
	Cleansing and migration validation

	Integration failure
	High
	Pilot and interface testing

	Operational disruption
	High
	Phased rollout and contingency planning

	Cost escalation
	High
	Scope and change control

	Cybersecurity incident
	Critical
	MFA, encryption, monitoring and backups

	Vendor dependency
	Medium/High
	SLA and exit arrangements


The system should subsequently be evaluated using pre- and post-implementation KPIs rather than assuming that implementation automatically creates business value.
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Maldiva Ltd. has brought down major problems with its information system. The inability to complete manual inventory, consolidate data on customer records, report in a spreadsheet format, exchange departmental information and lack of adequate security controls all contribute to inefficiency, poor customer service and decision-making.
Different systems have been evaluated, and it has been found that isolated CRM, BI or inventory applications can't solve the integration issue. Fragmentation can be maintained at a lower cost over the short term by improving existing systems, but it presents a new level of complexity about integration when separate best-of-breed applications are used. Thus, an integrated cloud ERP offers the best strategic alignment, offering enterprise-wide information and the scalability and decision-support functionality.
The proposed system Should consist of real-time inventory, sales, finance, CRM, BI and have the appropriate cyber security and data-governance controls. But ERP isn't a cure-all for technology. Because of lax implementation governance, employee resistance, poor training and poor data, the benefits may not be realized. Hence, Maldiva Ltd needs to take a gradual approach using the steps of process analysis, vendor analysis, data cleansing, pilot testing, role specific training, controlled rollout and post implementation measurement. If these organizational and technological considerations are managed appropriately, the proposed information system could become a scalable system that will help improve operational efficiency and customer satisfaction while also supporting the evidence-based decision-making and sustainable growth in the future.
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