Chapter 2

Global E-Business
and Collaboration

Video Cases:
Case 1 How FedEx Works: Enterprise Systems
Case 2 IT and Geo-Mapping Help a Small Business Succeed

Instructional Videos:

Instructional Video 1 US Foodservice Grows Market with Oracle CRM on Demand
Instructional Video 2 Comverse One Billing and Active Customer Management
Instructional Video 3 Deliver Field Service Excellence
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STUDENT LEARNING OBJECTIVES

 What are the major features of a business that are
important for understanding the role of
information systems?

e How do systems serve different management
groups in a business?

* How do systems that link the enterprise improve
organizational performance?
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e Why are systems for collaboration and teamwork
so important and what technologies do they use?

 What is the role of the information systems
function in a business?
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T
 Problem: Using IT to

win the America’s
Cup race

e Solutions: New
technology for
physical engineering
of boat; sensor
network to monitor
conditions, and data
analysis to improve
the performance of
sails and more
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America’s Cup 2010: USA Wins with Information Technology

* IBM Oracle Database 11g data management
software provided real time analysis of boat’s
sensor data

 Demonstrates IT’s role in fostering innovation
and improving performance

 lllustrates the benefits of using data analysis
and IT to improve products
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® Highly competitive sport

® |dentify opportunity to

use technology People ® Opportunity to use advanced
® Develop design 1 | information technology
specifications
® Redesign sailing f
processes Organization ———» '"’gy":t'::f" > ‘ ::::t':::: ‘
® Train sailing team - —_—
® Deploy sensors ) ® Win sailing
T it o

management, analytics, | Technology
and graphics software
® Deploy wrist computers

metfrics
® Control boat
® Optimize speed
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Business: formal organization that makes products or
provides a service in order to make a profit

Organizing a Business: Basic Business Functions

 Four basic business functions
 Manufacturing and production
e Sales and marketing
 Finance and accounting

 Human resources
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The Four Major Functions of a Business

Every business, regardless of its gﬁnadnufacturing ﬁ?fkiﬁﬂg

size, must perform four functions to production

succeed. It must produce the N

product or service; market and sell Productil \

. ' roau J

the prod_uct, keep tracl_( of | Service |

accounting and financial \ /

transactions; and perform basic \-\\ A

human resources tasks, such as B = y
Human Finance and -

hiring and retaining employees. resources accounting y

Figure 2-1
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Five Basic Business Entities

e Suppliers

e Customers

* Employees

* Invoices/payments

e Products and services
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Business Processes

* Logically related set of tasks that define how
specific business tasks are performed

« The tasks each employee performs, in what order, and on what
schedule

 E.g., steps in hiring an employee
e Some processes tied to functional area

« Sales and marketing: identifying customers

e Some processes are cross-functional

 Fulfilling customer order
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Components of a Business

The Orer Fulfillment Process

Generate Submit
order order

Fulfilling a customer order
involves a complex set of
steps that requires the

close coordlna_tlon of the Accounting Approve | sl
sales, accounting, and credit invoice

manufacturing functions.

Manuaf?‘aturmg i Asseénblte S*:jipt
\ Production produc produc

Figure 2-2
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Managing a Business and Firm Hierarchies

* Firms coordinate work of employees by developing
hierarchy in which authority is concentrated at top.
« Senior management

« Middle management
» Operational management
« Knowledge workers
« Data workers
» Production or service workers
« Each group has different needs for information.
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Levels in a Firm

Business organizations are o\
hierarchies consisting of \
three principal levels: \
senior management, middle

management, and operational Senior
management. Information Management

systems serve each of these
levels. Scientists and
knowledge workers often

Middle Management
work with middle ; e

Scientists and knowledge workers

management.
Operational Management
Production and service workers

Figure 2-3 | Data workers
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The Business Environment

e Global environment * Immediate
factors environment factors
 Technology and e Customers
science _
e Suppliers
e Economy

e Competitors
e Politics _
 Regulations

* |International
Stockholders

change
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The Business Environment

To be successful, an organization
must constantly monitor and
respond to—or even

anticipate—developments in its — .
environment. A firm’s Technology / ( Economy
environment includes specific and science Customers

/

groups with which the business
must deal directly, such as
customers, suppliers, and
competitors as well as the . A
broader general environment, B\ Roguiations [ CoinR
including socioeconomic trends, International \ )
political conditions, Chdngs
technological innovations, and

global events.

$tocxholders

Politics

Figure 2-4
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The Role of Information Systems in a Business

 Firms invest in information systems in order to:
 Achieve operational excellence
* Develop new products and services
e Attain customer intimacy and service
e Improve decision making

Promote competitive advantage

Ensure survival
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Systems for Management Decision Making and
Business Intelligence

 Transaction processing systems (TPS)

» Keep track of basic activities and transactions of organization

 Systems for business intelligence

« Address decision-making needs of all levels of management
 Management information systems (MIS)
 Decision support systems (DSS)
 Executive support systems (ESS)
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 Transaction processing systems:
* Serve operational managers

* Principal purpose is to answer routine questions and
to track the flow of transactions through the
organization

 E.g., inventory questions, granting credit to customer

* Monitor status of internal operations and firm’s
relationship with external environment

 Major producers of information for other systems

* Highly central to business operations and
functioning
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A Payroll TPS

Employee Data To General Ledger

A TPS for payroll
processing captures

employee payment

c Employee/File Payroll : Management
transaction data (such Database Systei reports
as a timecard). System , 1=

outputs include online
and hard Copy reports Employee Number

for management and Name To government agencies
Address

Pay rate
employee paychecks. e
Federal tax
FICA
Medicare

=

Employee paychecks

State tax
Net Pay

Earnings (YTD) Onlipe
queries

Payroll data on master file Figure 2-5
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« Management information systems:

* Provide middle managers with reports on firm’s
performance

 To monitor firm and help predict future
performance

e Summarize and report on basic operations using data
from TPS

 Provide weekly, monthly, annual results, but may
enable drilling down into daily or hourly data

* Typically not very flexible systems with little analytic
capability
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How MIS Obtain Their Data from TPS

Transaction Processing Systems

Production
master
file

Accounting
files

processing

Order

system

P

Materials

resource
planning
system

. .
- ol '__.I

General
ledger 3

system @ |_

MIS FILES

),

Sales
data

Unit
product
cost data

Product
change
data

/ Expense

data

Management Information Systems

Figure 2-6

Mis |

Reports Online Displays
and Dashboards
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This report,
showing
summarized
annual sales
data, was
produced by
the MIS in
Figure 2-6.

Figure 2-7

Sample MIS Report

Consolidated Consumer Products Corporation Sales by Product and Sales Region: 2008

PRODUCT PRODUCT

CODE DESCRIPTION

4469 Carpet Cleaner
TOTAL

5674 Room Freshener

TOTAL
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SALES
REGION

Northeast
South
Midwest
West

Northeast
South
Midwest
West

ACTUAL
SALES

4,066,700
3,778,112
4,867,001
4,003,440

16,715,253

3,676,700
5,608,112
4,711,001
4,563,440

18,559,253

PLANNED

4,800,000
3,750,000
4,600,000
4,400,000

17,550,000

3,900,000
4,700,000
4,200,000
4,900,000

17,700,000

ACTUAL
Versus
PLANNED

0.85
1.01
1.06
0.91

0.95

0.94
1.19
1.12
0.93

1.05
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Interactive Session: Technology
Can Airlines Solve Their Baggage Handling?

e Read the Interactive Session and then discuss the
following questions:

 What types of transactions do baggage handling systems handle?

 What are the people, organization, and technology components of
baggage handling systems?

 What is the problem these baggage handling systems are trying to
solve? What is the business impact of this problem? Are today’s
handling systems a solution?

 What kinds of management reports are generated from these
systems?
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* Decision support systems (DSS):
 Serve middle managers

e Support nonroutine decision making

 E.g., What is impact on production schedule if
December sales doubled?

e Often use external information as well from
TPS and MIS

Model driven DSS
* Voyage-estimating systems
Data driven DSS

* Intrawest’s marketing analysis systems
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Voyage-Estimating Decision Support System

Ship file (e.g.,
speed, capacity)

This DSS operates on
a powerful PC. Itis
used daily by
managers who must
develop bids on
shipping contracts.

Port distance
restrictions file

a @

8

Fuel consumption

Analytical cost file

models
database

-

.

Ship charter hire
history cost file

| &b

Figure 2-8

Port

Online expense file

queries

/ 7 \

|
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 Executive support systems (ESS):
e Serve senior managers
* Address strategic issues and long-term trends
 E.g., What products should we make in five years?
* Address nonroutine decision making

 Provide generalized computing capacity that can be
applied to changing array of problems

e Draw summarized information from MIS, DSS, and
data from external events

* Typically use portal with Web interface, or digital
dashboard, to present content
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A digital dashboard
delivers comprehensive
and accurate
information

for decision making
often using a single
screen. The graphical
overview of key
performance
indicators helps
managers quickly
spot areas that need
attention.

Digital Dashboard

L Returns onInvestment |
Commecoal e-mal o Se208

Search engne (heywords |
and context

| Sales by Type 2012

3 $21.90

)

Oning cataiogs IR s19.86
Dvsplay Acs |8 o s1957
Internet other [N B Ste7s
Drect mail (postall I $12.57
Social networking stes | D $1245
DR newspaper IR $1220
OR maganne

Mobie Internet IS $10.08
Telephone marketing [" N $s42
Racio [ $6.28

Television | $562

Average Quantity Average Amount

——————
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Types of Business Information Systems

Interactive Session: Organizations
Piloting Valero with Real-Time Management

e Read the Interactive Session and then discuss the
following questions:

 What people, organization, and technology issues had to be
addressed when developing Valero’s dashboard?

 What measurements of performance do dashboards display? What
management decisions would benefit from Valero’s dashboard?

 What kinds of information systems are required for Valero to operate
its refining dashboard?

 How effective are Valero’s dashboards in helping management?

e Should Valero develop a dashboard to measure the factors in its
environment which it doesn’t control?
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Types of Business Information Systems

Systems for Linking the Enterprise

 Enterprise applications

e Systems that span functional areas, focus on
executing business processes across the firm,
and include all levels of management

 Four major types
1. Enterprise systems
2. Supply chain management systems
3. Customer relationship management systems
4

Knowledge management systems
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Enterprise Application Architecture

Enterprise applications

Suppliers, Customers
automate processes that Business Pariners _Processes Distributors
span multiple business X : 7/
functions and ) R
organizational levels and / PPl | Processes S R‘j.‘;’;‘,f,’,’;‘;‘h
may extend outside the greec (. St
organization.

s L
H Sales and Manufacturin Finance ang uman
Flgure 2-9 Markelmg’ and Prodlc‘.no?\ Accow‘.hn; R:SOu‘CeS
FUNCTIONAL
AREAS
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Enterprise Systems

Also called enterprise resource planning (ERP)
systems

Integrate data from key business processes into
single system

Speed communication of information throughout
firm

Enable greater flexibility in responding to customer
requests, greater accuracy in order fulfillment

Enable managers to assemble overall view of
operations
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Types of Business Information Systems

Supply Chain Management Systems

 Manage relationships with suppliers, purchasing
firms, distributors, and logistics companies

« Manage shared information about orders,
production, inventory levels, and so on

e Goalis to move correct amount of product from source to
point of consumption as quickly as possible and at lowest
cost

* Type of interorganizational system:

 Automating flow of information across organizational
boundaries
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Customer Relationship Management Systems

Types of Business Information Systems

 Help manage relationship with customers

 Coordinate business processes that deal with
customers in sales, marketing, and customer

service
 Goals:
e Optimize revenue
* Improve customer satisfaction
* Increase customer retention
* |dentify and retain most profitable customers
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Knowledge Management Systems

 Manage processes for capturing and
applying knowledge and expertise

e Collect relevant knowledge and make it
available wherever needed in the enterprise
to improve business processes and
management decisions

e Link firm to external sources of knowledge
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Intranets and Extranets

 Technology platforms that increase integration
and expedite the flow of information

 [ntranets:
* |Internal networks based on Internet standards

e Often are private access area in company’s Web site

e Extranets:

e Company Web sites accessible only to authorized
vendors and suppliers

 Facilitate collaboration
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E-Business, E-Commerce, and E-Government

e E-business:

» Use of digital technology and Internet to drive major
business processes

e E-commerce:
e Subset of e-business

 Buying and selling goods and services through Internet

 E-government:

* Using Internet technology to deliver information and
services to citizens, employees, and businesses
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What Is Collaboration?

 Growing Importance of collaboration:
e Changing nature of work
e Growth of professional work
 Changing organization of the firm
e Changing scope of the firm
e Emphasis on innovation

 Changing culture of work and business
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Systems for Collaboration and Teamwork

Business Benefits of Collaboration and Teamwork

 Recent surveys find that investment in
collaboration technology can return large
rewards, especially In:
e Sales and marketing
e Research and development
e Older, “command and control,” hierarchical

management allowed little horizontal
communication

 Today, businesses rely more on teams at all
levels
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Systems for Collaboration and Teamwork

Collaboration Capability

¢ Open culture
¢ Decentralized structure

¢ Breadth of collaboration

Collaboration Quality ‘ Firm Performance I

Figure 2-10
Requirements for Collaboration

Collaboration Technology

¢ Use of collaboration
technology for
implementation and

operations Successful collaboration

requires an appropriate
organizational structure
and culture, along with
appropriate collaboration
technology.

¢ Use of collaborative
technology for
strategic planning
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Tools and Technologies for Collaboration and Teamwork

 E-mail and instant messaging (IM)

e Social networking

 Wikis

e Virtual worlds

* Internet-based collaboration environments
e Virtual meeting systems (telepresence)
e Google Apps/Google Sites
 Microsoft SharePoint
 Lotus Notes
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The Information Systems Function in Business

ORGANIZATION

TR

EMUNewOO e, THINK you
%0 MUCh, ThT CVENS CAICNC” was perfect

Q SENT 3 DAIVATE SIGND T
Hareey AN &MNA”\

A
Workspaces

(600 Socialtext Socialtext's enterprise
Ll eIl )ome e ' = social networking
&3 Socialtext e TR T 20l products including
e | et ¢ T T m_w_roblogglng, blogs,
wikis, profiles, and
el X S i A ot social spreadsheets
PMat ou 50 much, that event calendar was enable employees to
) i s S acme share vital information
B B ok S R s | and work together in
ﬁ o e plvon ment - real time. Built on a
- o 3| flexible Web-oriented
2 architecture, Socialtext
e i integrates with virtually

any traditional system of
record, such as CRM and

R S ERP, enabling companies
Tt fo vk Sl .°,‘°° °.‘ = to discuss, collaborate,
wes i and take action on key

business processes.
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The Time/Space
Collaboration Tool

Matrix

Collaboration technologies
can be classified in

terms of whether they
support interactions at

the same or different

time or place, and
whether these interactions
are remote or co-located.

Figure 2-11

same time different time
synchronous asynchronous
3o Face to face interactions Continuous task
‘_Q"_ % decision rooms, single display team rooms, large public display,
o S groupware, shared table, wall shift work groupware, project
€ 3 displays, roomware,... management,...
g O
Time/Space

Collaboration Tool Matrix

Remote interactions Communication + coordination
video conferencing, instance email, bulletin boards, blogs,
messaging, charts/MUDs/virtual asynchronous conferencing, group
worlds, shared screens, multi-user | calenders, workflow, version control,
editors,... wikis,...

different place
remote

Copyright © 2013 Pearson Education, Inc. publishing as Prentice Hall



Chapter 2 Global E-Business and Collaboration

ﬁ“‘ Essentials of Management Information Systems
b |

i- o Systems for Collaboration and Teamwork

Evaluating and Selecting Collaboration Software Tools
1. What are your firm’s collaboration challenges?
2. What kinds of solutions are available?
3. Analyze available products’cost and benefits.
4. Evaluate security risks.
5. Consult users for implementation and training issues.

6. Select candidate tools and evaluate vendors.
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The Information Systems Function in Business

The Information Systems Department

* Programmers
 Systems analysts
e Principle liaisons to rest of firm

Information systems managers

 Leaders of teams of programmers and analysts, project
managers, physical facility managers,
telecommunications managers, database specialists,
managers of computer operations, and data entry staff

e Senior managers: ClIO, CPO, CSO, CKO
e End users
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The Information Systems Function in Business

Information Systems Services

Computing services
Telecommunications services

Data management services

Application software services

Physical facilities management services
IT management services

IT standards services

IT educational services

IT research and development services
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