Chapter 1 
Information technology’s role in business
· Information technology’s impact on business
· Reducing costs
· Improving productivity
· Generating growth
· Facilitates communication and increases business intelligence
· Functional areas are interdependent and Information technologies allows information to flow through these distinct functions
· A successful business must understand IT including:
· Information technology basics
· Roles and responsibilities in IT
· Measuring IT’s success

Information technology
· Information techonology (IT): any computer based tool that people use to work with info and support the info and info processing needs of an organization.
· Useful when Leverages talent of people and people know how to use it right and effectively
· IT department called Management Information Systems (MIS): is the function that plans for, develops, implements, and maintains IT hardware, Software, and applications that people use to support the goals of an organization. All businesses have an IT department
· When beginning to learn about IT its important to undertand:
a. Information
i. Data: raw pieces of info
ii. Information: When it is made sense of (best selling item)
iii. Knowledge: when info can be enacted upon
b. IT resources
i. Important to align IT plans with goals of organization
ii. Managers who know their IT shit must understand
1. People, use
2. IT to work with
3. Information
iii. If one fails, they all fail, even the business
c. IT cultures
i. Culture will influence the way people use information (info behaviour) and will reflect the importance that companye leaders attribute to the use of info
ii. 4 info cultures exist in orgs
1. Info-functional Culture: employees use info as a means of excercisng influence or power over others. (no good for global market penetration)
2. Info-Sharing Culture: employees across departments trust each other to improve performance
3. Info-Inquiring Culture: empl across deps search for info to better understand the future and align themselves with current trends.
4. Info-Discovery Culture: Employees across deps are open to new insight about crisis and radical changes and seek ways to create competitive advantages. (Best for global market penetration)

Roles and responsibilites in iT
· Chief info officer: executive level position that involves high-level strategic planning and management of technologies and processes pertaining to the creation, storage, and use of information by a business. So, 1) he oversees all uses in IT and 2) ensures the strategic alignment of IT with business goals and objectives. They enhance customer satisfaction!
· Broad roles of a CIO include: 
i. Manager (time respected budgets), 
ii. Leader (Strategic vision of IT align with Orgs), 
iii. Communicator (advocate and communicate strategy to build relationship)
· Roles can differ internationally
· Chief technology officer: CTO, responsible for throughput, accuracy, and availability and reliability of an organization’s information technology.
· Chief security officer CSO: ensuring the security of IT systems from hackers and viruses
· Chief privacy officer CPO: responsible for ensuring the ethical and legal use of info within an org. Usually lawyer
· Chief Knowledge Officer CKO: Collecting, maintaining, and distributing the org’s knowledge. CKO designs programs and systems that make it easy for people to reuse knowledge. Encourage updates for worker’s computers. Growing job
· All in all, it positions and responsibilities critical to an organization. 

· The gap between business personel and IT personel
· Effective communication important
· Improving communication
i. Good for managers and leaders to read business IT oriented magazines. Information Week and Congress of Industrial Orgs
ii. Strategies should be implemented that involved integrating its IT personnel into various business functions
iii. IT personnel should attend business meetings, various department meetings
iv. It is the CIO’s responsibility to ensure effective communications between business and IT personnel.
Measuring IT’s success
· How do we measure business’s success?
· Answer lies in metrics!!
· Key performance Indicators (KPI) are the measures that are tied to business drivers. Metrics are the detailed measures that feed those KPIs. 
· Performance metrics is measurement of different areas of business intelligence
· However it requires input both IT and Business professionals.
· Efficiency (Doing things right) and Effectiveness (doing the right thing) Metrics
· Efficiency IT metrics: measure the performance of the IT itself such as throughput, speed and availability. Getting the most from each resource
· Effectiveness IT metrics: measure the impact IT has on business processes and activities including customer satisafaction, conversion rates, and sell-through area. Setting right goals and objectives and ensuring they are accomplished
· Success in one doesn’t imply success in another
· Benchmarking – baseline Metrics
· Must be benchmarks, base values the system seeks to attain
· Benchmarking is the process of continuously measuring system results, comparing those results to optimal system performance (benchmark values) and identifying steps and procedures to improve system performance.
· Canadian government rated the best in e-governmenting 
· Interrelationship between efficiency and effectiveness IT metrics
· Efficieny metrics focus on the technology itself
· Throughput: amount of info that can travel through a system at any point in time
· Transaction speed: amount of time a system takes to perform a transaction
· System availability: the number of hrs a system is available for users
· Info accuracy: the extent to which a system generates the correct results when executing the same transaction numerous times.
· Web traffic: includes a host of benchmarks such as the number of page views, number of unique visitors, and the average time spent on the web page.
· Response time: the time it takes to respond to users interations such as a mouse click
· Effectiveness metrics based on org goals, strategies and objectives
· Usability: ease with wich people perform transactions and/or find find info. Number of clicks to get wherever
· Customer satisfaction: measured by such benchmarks as satisfaction surveys, percentage of existing customers retained, and increase in revenue per customer
· Conversion rate: number of customers an org touches for the first time and persuasion of product/service purchase. Good for evaluating pop-up, banners, pop under ads on WWW
· Financial: return on investment, cost-benefit analysis, and break-even analysis 
· Security creates some inefficiency, however it should lead to the increase in effectiveness metrics.
· Companies should lie in top right corner. Not company should be in bottom left. Other positions ok.

Identifying competitive advantages

· Competitive advantage: product or service that an org’s customers place a greater value on than similar offering from a competitor. Only temporary, because competition always on the move.

· When an org is the first to market with a competitive advantage, it has first-mover advantage, when an org can significantly impact its market share by being first to market with a competitive advantage.

· When developing competitive advantages, must consider Environmental scanning the acquisition and analysis of events and trends in the environment external to an organization. 

· 3 common tools to analyze 
1. Five Forces model
a) Buyer power
· When high, buyers have a lot of companies to choose from. Low, not so much
· To reduce buyer power, org must increase attractiveness. I.e. loyalty programs
· Loyalty programs: rewards customers based on the amount of business they do with an org. Optimum card! Using IT to reduce buying power
b) Supplier power
· When high, buyers of few choices. Low, a lot
· Supply chain: consists of all parties involved, directly or indirectly, in the procurement of a product or raw material.
· B2B: IT based that bring orgs and suppliers together
1. Private exchange: b2b marketplace in which a single buyer posts its needs and then opens the bidding to any supplier who would care to bid.
2. Reverse auction: an auction format in which increasingly lower bids are solicited from orgs willing to supply the desired p/s at an increasingly low price. The lowering of the bid make suppliers drop out.
c) Threat of substitute products and services
· High when there are many alternatives to a product or service. Few substitutes are favorable for a firm. Adding switching costs can make customers reluctant to switching. Threats. When businesses reduce or eliminate switching cost, consumer gains power
d) Threat of new entrants
· High when easy for competition to enter
· Like a bank. Many IT offerings must be made (ATM, Easyweb)
e) Rivalry among existing competitors
· High when competition is fierce in a market
2. 3 generic strategies
a) Broad cost leadership
b) Broad differentiation
c) Focused strategy

	
	Cost Leadership Strategy
	Differentiation strategy

	Broad Market
	Hyundai
	Audi

	Focused Market
	Kia
	Hummer


			Hyundai: low costs, appeal to many
Audi:  several price levels. Different in Safety, and prices. Reach to large stratified audience
Kia: low cost, lower levels of stratification
Hummer: very focused, Mercedez benz

3. Value chain analysis
a) Value creation:
· Business process: standard set of activities that accomplish a specific task such as processing a customer’s order. Evaluates business effectiveness
· Value chain: a series of processes, each of which adds value to the product or service for each customer. To create a competitive advantage, value chain must enable org to provide unique value to customers. Created thorugh lower costs or superior benefits.
· Surveying customers based on added value will provide a usefull metric for a firm’s value chain .Comp adv course of is to
1. Target high value-adding activities to further enhance their value
2. Target low value-adding activities to increase their value
3. Perform some combination of the 2
· Essentially IT should be used to add value to both primary and support value activities.




Chapter 3 – MIS – Decision Making Systems

The more information a business acquires, the more difficult it becomes to make decisions. 

Model: is a simplified or abstraction of reality. Models can calculate risks, understand uncertainty, change variables, and manipulate time. 

3 types of decision making info systems used in orgs today
1. transaction processing systems 
2. decision support systems
3. executive info systems

Transaction processing systems

· transactional information: all info contained within a single business process or unit of work, and its primary purpose is to support the performing of daily operational tasks.
· Analytical information: all org info, and its primary purpose is to support the performing managerial analysis tasks. Includes transactional info along market and industry info. Analytical info (trends, sales, product statistics, and future growth projections). Do we build a new plant
· Online transaction processing (OLTP) capturing of transaction and event information using technology to
· Process info according to defined business rules
· Store the information
· Update exisiting information to reflect new information.
· Transaction process system (TPS) basic business system that serves the operational level (analysts) in an org. Operational accounting system such as a payroll system or an order-entry system. Operaltion accounting systems (payroll or an order entry system).
· Moving up the hierarchy, Online analystical processing (OLAP) manipulation of information to create business intelligence in support of strategic decision making. Business intelligence is a broad, general term decribing info that people use to support their decision making efforts.

Decision support system
Models information to support managers and business professionqls during decision making process. 3 quantative models.
1. Sensitivity analysis: Changes in one or more parts have on other parts
2. What if analysis: Impact of a change in an assumption on the proposed solution.
3. Goal Seeking Analysis: Finds inputs necessary to achieve a goal such as a desired output.
Some insurance companies use it to calculate the risk of payout

Executive information systems
· Executive info system (EIS) specialized DSS that supports senior executives within the org. An EIS differs from DSS because it contains both External and Internal sources dad.
· Consolidation: Aggregation of information and features simple roll-ups to complex groupings of interrelated info. Tracking financial nformation.
· Drill down: enables users to view details, and details of details, of info. 
· Slice and dice: ability to look at info from different perspectives. Slice 1: all products sales during a given promotion. Another Slice: Single product’s sales for all promotions.
· Digital Dashborards: integrate info from multiple components and tailor the info to individual preferences. Use indicators to help execs quickly identify the status of key information or crucial success factors.
· Use of this creates ROI
· Allows orgs to change strategies daily instead of monthly
· Dashboard includes more than 300 measures of business performance that into one of three categories.
· 1. Market Pulse
· 2. Customer Service
· 3. Cost Driver
· Artificial intelligence
· Enables orgs to track product offerings, pricing policies, and promotions of online competitors. Determines inventory
· Intelligence systems: various commercial applications of artificial intelligence:
· Artificial intelligence: simulates human intelligence such as ability to reason and learn.
· Solving problems and efficiently making deicisons
· Again, it mimics human intelligence
· Increases speed and efficiency and consistency of decision making, solve problems with incomplete info and resolve complicated issues
· 4 main categories
· Expert Systems: Computerized advisory programs that imitate the reasoning processes of experts in solving difficult problems. Play chess and assist in medical diagnosis. Better than anyone. Very common because it fills gap when human experts are difficult to find, retain, or too $
· Neural networks or artificial neural networks: emulates the way the human brain works. For decisions involving pattern or image recognition. Used in finance industry, reviewing loan applications (approved or denied). Used by physicians for illnesses.
· Fuzzy logic: mathematical method of handling imprecise or subjective information. Assigning 1 or 0. 0 is used to reperesnt non membership, 1 is membership. ACCOUNTING and finance. Turn fucked up problems and simplifies the problem and apply rules that are executed with a level of certainty. 
· Genetic Algorithm: an artificial intelligence system that mimics the evolutionary, survival of the fittest process to generate increasingly better solutions to a problem. Finds the combination of inputs that gives the best outputs. Best suited in decision making where 1000s of possible outcomes. Other types of problems good for this:
· Execs deciding which combination of projects a firm should invest in, considering taxes
· Investment companies needing help in trading decisions
· Telecomm companies use it to determine the optimal configuration of fiber optic calble in a network with 100,000 points.
· Intelligent agents: special purpose knowedge baed information system that accomplishes specific tasks of behalf of its users. Sherlock holmes representation. Simplest example of IA is 
· Shopping bot: software that will search several retailer web sites and provide a comparison of each retailer’s offerings including price and availability.
· Also, another i.e., is environmental scanning and comptetitive intelligence.
· Data mining
· Uncover patterns and relationships blind to the smartest human
· Allows Jew-Mart to predict sales, allowing tremendous savings for them down the road.
· Includes many forms of AI such as neural networks and expert systems.
· System applies algorithms to info to uncover inherent trends and patterns in the info.  new business strategies.

Supply chain management
Starst when the customer places an order. 
· Supply chain management (SCM): involves the management of information flows between and among stages in  a supply chain to maximize total supply chaine effectiveness and profitability. 4 basic components of supply chain management include:
1. Suplly chain strategy: managing resources to meet customer demand
2. Supply chain partners: partners chosen to deliver finished product, raw materials, and services including pricing, delivery, and payment processes along with partner relations monotiring metrics.
3. Supply chain operation: the schedule for production activities
4. Supply chain logistics: product delivery processes and elements including orders, warehouses, carriers, defective product returns, and invoicing.
· Effect and efficient supply chain management can enable an org to
1. Decrease the power of its buyers 
2. Increase its own supplier power
3. Increase switching costs to reduce the threat of subs product and service
4. Create entry barriers thereby reducing the threat of new competition
5. Increasing efficiencies while seeking a competitive advantage through cost leadership.

Customer relationship manament
More important emphisis should be put on this rather than sales

· Charles Schwab designed a system to help enhance CRM
· CRM: managing all aspects of a customer’s relationship with an organization to increase customer loyalty and rentention and an org;s profitability. Sall about recording buyer behavior.
· CRM system tracks every communication between customer and the org and provides access to CRM info across different systems from accounting to order fulfillment.

· CRM strategy
· Implementing a CRM stystem can help an org identify customers and design specific marketing campaigns tailored to each customer, thereby increasing consumer spending

Business process engineering
· Business process: is a standardized set of activities that accomplish a specific task, such as processing a customer’s order. 
· Business process reengineering(BPR)  is the anaslysis and redesign of workflow within and between enterprises. The purpose is to make all business process best in class
· Michael Hammer and james Champy were the founders of this BPR
· Seven principles of BRP
1. Organize around outcomes, not tasks
2. Identify all the org’s processes and prioritize them in order of redesign urgency
3. Integrate information processing work into the real work that produces the information
4. Treat geographically dispersed resources as though they were centralized
5. Link parallel activities in the workflow instead of just integrating their results
6. Put the decision point where the work is performed, and build control into the process
7. Capture info once at the source
· Pitfalls of BPR
1. Companies get so caught up in their improvements they become oblivious to outside forces and fail to keep up with competition

Enterprise resource planning
· Provides orgs with consistency
· Enterprise resource planning: ERP integrates all departments and functions throughout an organization into a single IT system (or integrated set of systems) so that employees can make decisions by viewing enterprisewide information on all business operations. 
· Provides method for effective planning and controlling of all the resources required to take, make and ship, and account for customers orders in a manufacturing, distribution, or service organization. Key word enterprise
· Cabbies with dispatch and taxi chits, billed to org.
· ERP and SIA
· Facilitates Financial Mangement w/ taxi chits
· Allows for debit, credit, payment, eliminating paper chits
· Prepaid cards for worried parents.
· ERP software
· Different ERP solutions, however core functions are the same
· Accounting
· Sales
· Marketing
· Human resource
· Operations
· Logistics
· ERP comes in many flavours
· Finding the right ERP solution
· Successful ERP projects share 3 basic attributes
· Overall fit:
· Degree of gaps existing between the system and the business process. A well fitting ERP has no major gaps and very few minor ones.customer can tailor software to best fit. Very Expensive
· Proper Business Analysis
· Good analysis results in a documented list of business processes at work within the company.
· Solid implementation plan
· Upon installation, Monitor the quality objectives and timelines

All in all, due to long run counter-productivity of a stand-alone business info system, orgs need to tightly integrate their business information systems as a means to facilitate proper decision making, as well to achieve efficiency gains and competitive advantage.
	

Chapter 4 – Supply chain management

Intro
When supply chain excellence improves operations, companies experience a 5% higher profit margin, 15% less inventory, 17% stronger “perfect order” ratings, and 35% shorter cycle times than their competitor

Customer are at the downstream

Basic of supply chain
· Supply chain: consists of all parties involved, directly or indirectly, in the procurement of a product or raw material. 
· Supply chain management (SCM): involves the management of information flows between and among stages in a supply chain to maximize total suuply chain effectiveness and profitability
· 3 main links
· Materials flow from suppliers and their upstream suppliers at all levels
· Transformation of materials into semifinished and finished products – the organization’s own production processes
· Distribution of products to customers and their downstream customers at all levels.
· Important for creating org efficiencies and competitive advantage
· Allows orgs to meet demand and can the excess inventory crap
· Best buy checks inventory stock every 30 mins at all 750 stores across NA

Information technology’s role in the supply chain 
· Primary role in SCM is creating the integrations or tight process and information linkages between functions within a firm – such as marketing, sales, finance, manufacturing
· Canadian tire has use IT to support its Collaborative Planning, Forecasting, and Replenishment (CPFR) strategy. Improves forecast accuracy. Goal is to enhance customer service, reduce inventory costs, and low suppliers costs thru heavy ass investments in IT. Wbesites with login and password have helped also.
· Advances in IT have made it possible to bring the idea to life and truly integrate the supply chain. 
· Visibility, consumer behavior, competition and speed are few of the changes resulting supply chain enhancing IT’s
· Visibility, 
· Supply chain visibility: is the ability to view all areas up and down the supply chain. Tech tools are used for upstream and downstream integration 
· Customers must know about customer events triggered downstream, but so must their suppliers and their suppliers’ suppliers
· Bullwhip effect: occurs when distorted product demand info passes from one entity to the next throughout the supply chain. Creates excess inventory and costs
· So IT enables visibility and now managers can view customer’s/supplier’s supply chain
· consumer behavior, 
· Demand planning software: generates demand forecasts using statistical tools and forecasting techniques. Faster respond time.
· competition and 
· SCM can be broken down into 2 
· Supply chain planning software (SCP) :Uses advanced mathematical algotrithms to improve flow of efficiency of the supply chain while reducing iventory
· Supply chain execution software SCE : computerizes the different steps and stages of the supply chain.
· Speed
· Improving IT means improving speed
· Speed is the company’s ability to satisfy continually and fast
· Speed of incredible importance in todays business.

Supply chain management success factors
· Supply chain performance now a distinct competitive advantage
· GS1: develops standards and solution to improve SCM
· Suppliers input info for each product just one time and the registry facilitates distribution to many customers
· To reduce costs, improve asset productivity, and compressing order cycle, orgs should follow the 7 principles of SCM
· Principle 1: Segment customers based on the service needs of distinct groups and adapt the supply chain to serve these segments profitably.
· Principle 2: Customize the logistics network to the service requirements and profitability of customer segments.
· Principle 3: Listen to market signals and align demand planning accordingly across the supply chain, ensuring consistent forecasts and optimal resource allocation.
· Principle 4: Differentiate product closer to the customer and speed conversion across the supply chain.
· Principle 5: Manage sources of supply strategically to reduce the total cost of owning materials and services.
· Principle 6: Develop a supply chain-wide technology strategy that supports multiple levels of decision making and gives a clear view of the flow of products, services, and information.
· Principle 7: Adopt channel-spanning performance measures to gauge collective success in reaching the end-user effectively and efficiently.
· Keys to SCM success
· Make the sale to Suppliers
· Be sure suppliers are on board with the benefits that the SCM system will provide
· Wean employees off traditional business practices
· Ops people typically deal with phone calls, faxes, and orders scrawled on paper and will most likely want to keep it that way.
· Ensure the SCM system supports the org goals
· SCM software that gives advantage are most crucial
· Ensure the SCM goals align wil orgs
· Deploy in incremental phases and measure and communicate success
· Should be implemented in digestivble bite and measured for success one step at a time.
· Be future oriented
SCM success stories
Top reasons executives use SCm to manage extended enterprise
 
Companies that use SUPPLY CHAIN to drive operations
· Dell (17% growth)
· Nokia (good ideas)
· Procter and Gamble 
· IBM
· Walmart
· Toyota





Using IT to drive the supply chain

Recap
· Efficiency IT metrics: measure the performance of the IT itself such as throughput, speed and availability. Getting the most from each resource
· Effectiveness IT metrics: measure the impact IT has on business processes and activities including customer satisafaction, conversion rates, and sell-through area. Setting right goals and objectives and ensuring they are accomplished
· The 4 primary drivers of supply chain management 
· Facilities
· Inventory
· Transportation
· Information
1. Facilities driver
· A facility processes or transforms inventory into another product or stores the inventory before shipping it to the next facility.
· Toyota open’s up one where it does business in major cities. EFFECTIVENESS.
· Protect company from currency fluctuations and trade barriers and thus are more effective for customers
· Must consider 3 primary components
· Location
· 2 options: Centralize the location to gain economie of scale (efficiency increase) or 
· Decentralize the locations to be closer to the sutomers (increases effectiveness
· Capacity
· Demand planning SCM software can help an org determine capacity.
· Excess capacity can cost money
· Operational Design
· 2 options
· Product focus design: it is anticipating the the facility will produce only a certain type of product. EFFICIENCY
· Functional design: the facility will perform a specific function on many different products.	
· So, Efficiency increasers
· Low number of facilities
· Centralized facilities
· Minimal amounts of excess capacity
· Single product focus
· Effectivness increasers
· High number of facilities
· deCentralized facil
· Large amounts of excess capacity
· Multiple product focuses


2. Inventory Drivers
· Seen as a form of security
· Slashes lead time and strips inventory and spare capacity from their operations 
· Efficiency increasers: 
· Maintaining low levels of inventory
· Single inventory storage location
· Effectiveness increasers
· Maintains large levels of inventory
· Multiple inventory storage locations close to customers
· Inventory management and control software
· Provides control and visibility to the status of individual items maintained in inventory. The software maintains inventory record accuracy, generates material requirements for all purchased items, and analyzes inventory performance.
· Obtains info from diff sources including
· Current inventory and order status
· Cost accounting
· Sales Forcests and customer orders
· New-Product Introductions
· 2 primary inventory strategies
· Cycle inventory: average amount of inventory held to satisfy customer demands between inventory deliveries. 2 approaches
· Hold large amount and receive deliveries once a month
· Small amount and receive orders weekly
· Safety Inventory: extra inventory held in the event demand exceeds supply. Ex: toy store during xmas
· Risk, b/c if shit isn’t sold they will have to discount them and could lose customers
3. Transportation	
· As significant impact on efficiency and effectiveness
· 2 prime facets of transportation
· Method of transportation
· Prime: truck, rail, ship, air, pipeline, and electronic
· Global inventory management system: provides the ability to locate, track, and predict the movement of every component or material anywhere upstream or downstream in the supply chain
· Transportation route
· Tranportation planning software: tracks and analyses the movment of materials and products to ensure delivery of materials and finished goods at the right time, the right place, and the lowest cost.
· Distribution management software: coordinates the process of transporting materials froma manufacturer to distribution centres to the final customer.
· Efficent +
· Reduced speed pof delivery
· Reduced cost of delivery
· Ship products to a distributor
· Effectivness +
· Increased speed of delivery
· Increased cost of delivery
· Ship products directly to customers
4. Information
· Info in the supply chain to consider
· Info Sharing
· Push VS Pull info strategy
· Push technology: environment, orgs send info
· Pull technology: “ , orgs receive or request info
· More efficient because no cost associated with sending
· Less effective because org has no control over whne the info will arrive.
· Trust is important
· Efficiency +
· Openly shares info with all individuals
· Pull info strategy
· Effectiveness +
· Selectively shares certain info with certain individuals
· Push info strategy

Future supply chain trends
· Next wave in SCM will be home based supply chain fulfillment
· Walgreens: family’s just in time supplier
· SCM will incorporate more functions such as marketing, customer service, and product development.
· American firms will spend 35 bil over the next 5 years to improve business processes that monitor, manage, and optimize their extended supply chains.
· CARGO security Project:  develop tech for international container shipping that facilitates commerce and opens borders, while improving security practices.
	Growing SCM components

	Supply chain event management
	Enables an org to react move more quickly to resolve supply chain issues. 

	Selling chain management
	Applies technology to the activities in the order life cycle from inquiry to sale

	Collaborative Engineering
	Allows an org to reduce cost and time required during the design process of a product

	Collaborative demand Planning
	Helps org reduce their investment in inventory, while improving customer satisfaction through product availability.




Chapter 5 – Customer relationship management

· CRM: involves managing all aspects of a customer’s relationship with an organization to increase customer loyalty and retention and an organization;s profitability. 

· Customers are the expert

· Business benefits of CRM
· Provides better customer service
· Improves call centre efficiency
· Cross-sell products more effectively
· Help sales staff close deals faster
· Simplify marketing and sales processes
· Discover new customers
· Increase customer revenue
· CRM Basics
· Orgs can find its most valuable customers by using a formula that industry insiders call RFM – Recency, Frequency, and Monetary value.
· How recently a customer purchased items
· How frequently a csuotmer purchased items
· How much a customer spends on each purchase
· Once a company has gathered this initial CRM information, it can compile it to identify patterns and create marketing capaigns, sales promo, and services to increase business
· Evolution of CRM
· 3 phases in evolution of CRM
· Reporting
· CRM reporting technologies: help orgs identify their customers across other applications
· Ex:
· Total revenue by customer?
· How many units did we manufacture?
· Were did sell most products
· What total sales by product
· How many customers served
· Inventory levels
· Analyzing
· CRM analysis technologies: help orgs segment their customers into categories such as best and worst customers.
· Why did sales not meet forecast?
· Why was production low
· Predicting
· CRM predicting tech: helps org make predictions regarding customer behavior such as which customer are at risk of leaving.
· Customers leave?
· What product will customers buy
· Best candidates for mailing
· Best way to reach customer
· Lifetime profitability for customer
· Fraudulent transactions?
· Operational and Analytical CRM
· 2 primary components of CRM strategy
· Operational CRM supports traditional transactional processing for day-to-day front-office operations or systems that deal directly with the customers.
· Analytical CRM: supports back-office operations and strategic analysis and includes all systems that do not deal directly with the customers. 
· Primary diff between the 2: the direct info between org and its customers












Using IT to drive operational CRM

	Operational CRM technologies

	Marketing
	Sales
	Customer Service

	List Generator
	Sales management
	Contact Centre

	Campaign Management
	Contact management
	Web based Self Service

	Cross selling and Up salling
	Oppurtunity Management
	Call scripting




· Marketing and Operational
· Trying to sell one customer as many products as possible
· 3 prime techonoliges
· List Generator
· Compile customer info from a variety of sources and segment the information for different marketing campaigns. 
· Info sources include Web Site visits, Web questionnaires, online offline surveys, toll free numbers, current customer lists
· Filter and sort criteria based on household income, education level, and age
· Campaign management
· Guides users through marketing campaigns performing such tasks as campaing definition, planning, scheduling, segmentation and success analysis
· Cross selling and Up salling
· Cross: sell additional products or services to a customer
· Up: increasing the value of the sale
· Sales and Operational CRM
· 2 reasons why sales had to track customer sales info
· Overwhelming info on customers
· WTF
· Sales force automation (SFA) a system that automatically track all of the steps in the sales process. SFA products focus on increasing customer satisfaction, building customer relationships, and improving product sales by tracking ALL SALES INFO
· 3 PRIME tech
· Sales management
· Sales management CRM systems: automate each phase of the sales process, helping individual sales representatives coordinate and organize all of their accounts. Calendars, alarm reminders, customizable presentations.
· Can even provide analysis of the sales cycle and calculate how each individual sales rep is performing during the sales process.
· Contact management
· Mainitains customer contact information and identifies prospective customers for future sales.
· Like when guled answered his phone with Student Works
· Oppurtunity Management
· Target sales oppurtunities by finding new customers or companies for true sales.
· Even calcualate probability if a sale
· So , Contact management deals with existing customers and this Oppur mana deals with new customers Figure 5.7
· Customer Service and Operational CRM
· Sales and marketing are the primary departments that interact directly with customers before a sale
· Post sale relationship very important
· Best way to implement postale CRM is through Customer service sector
· 3 primary operational CRM technologies a curstomer service department can implement to increase customer satisfaction
· Contact centre
· Or call centre, is where customer service reps *CSRs, answer customer inquiries and respond to problems through a number of different customer touchpoints.
· Customer support = customer retention
	Common Features included in contact centres

	Automatic call distribution
	A phone switch routes inbound calls to available agents

	Interactive voice response (IVR)
	Directs customers to use touch one phones or keywords to navigate or provide info

	Predictive dialing
	Auto dials outbound calls and when someone answers, the call is forwarded to an available agent 



· Web based self-service systems
· Allows customers to use the web to find answers to their questions or solutions to their problems. One great feature is the click-and-talk button to a CSR
· Call scripting systems
· Access org databases that track similar issues or questions and auto generate the details for the CSR who can then relay them  to the customer

Using IT to drive anaylytical CRM
· Analytical CRM solutions are designed to dig deep into a company’s historical customer information and expose patterns of behavior on which a company can capitalize. Anaylytical CRM is primarily used to enhance and support decision making and works by identifying patterns in customer info collected from the various operational CRS systems
· Personalization: occurs when a web site can know enough about a person’s likes and dislikes that it can fashion offers that are more likely to appeal to that person. 
· Data gained from customers can also reveal info about employees
· Wachovia Bank
· UPS
· Anaylitical CRM Info examples. Analytical CRM can…
1. Give customers more of what they want
· Shoe size example
2. Find new customers similar to best customers
· Org might do best business with specific age cohorts
3. Find out what org does best
· Competitive advantage
4. Beat competitors to the punch
· Obtain sales trends and act
5. Reactivate inactive customers
· Retrieving old customers. Coupons by mail
6. Let customers know they matter
· Can determine what cust want and need and use it in calls
· CRM business drivers
1. Automation/Productivity/Efficiency 35%
2. Competitive Advantage 25%
3. Customer demands/requirements 15%
4. Increases revenue 15%
5. Lower costs 10%
6. Customer support 7%
7. Inventory control 5%

Customer relationship management’s explosive growth
· 20% of IT budget goes to CRM



Customer relationship management success factors
· CRM makes business intelligence
· Synchronizing undsertood consumer behaviors and prefs aligned with needs and wants of customers IMPORTANT!
· CRM industries best practices
1. Clearly communicate the CRM strategy
· Provide customers with great economic value: clear business objective
2. Define info needs and flows
· Having a clear understanding of info inflow and outflow
3. Build an integrated view of the customer
· System must have breadth and depth to support org goals
4. Implement in iterations
· Avoid the “big bang”. Implement in manageable pieces. Easier to manage, measure, and track the design, building, and deployment of the CRM system.
5. Scalibility for org growth
· Ensuring a CRM system meets orgs needs and future needs
Current trends: SRM, PRM, and ERM
· Supplier relationship Management
· SRM: focuses on keeping suppliers satisfied by evaluating and categorizing suppliers for different projects, which optimizes supplier selection.
· Analyze vendors based on variables like strategy, business goals, prices, and markets.
· Ex: HBOs benefits from their SRM systems
· Single consolidated view of all suppliers
· Consistent, detailed management information allowing multiple views for every executive
· Elimination of duplicate suppliers
· Partner relationship management
· PRM: focuses on keeping vendors satisfied my managing alliance partner and reseller relationships that provide customers with opetimal sales channel.
· Features of PRM include
· Real time production info on availability ,Marketing materials, Contracts ,Order details, Pricig , Inventory, Shipping info
· Primary benefits of PRM
· Expanded market coverage
· Offerings of specialized products and services
· Broadened range of offerings and a more complete solution
· Employee relationship management (ERM)
· Provides employees with a subset of CRM applications available through a Web Browser. Many of the ERM applications assist the employee in dealing with customers by providing detailed info on company products, services, and customer orders.

Future CRM trends
· CRM apps will continue to change from employee-only tools to suppliers-partner and customers tools
· Its about fast delivery, accurate customer info, and visibility, the 3 will continue to be major goals
· As tech advances, CRM will continue to be major
· In particular advances in wireless tech
· CRM suites will also incorporate PRM and SRM modules 




CHAPTER 6

Intro
· Enterprise resource planning (ERP): integrates all departments and functions throughout an organziaitons into a single IT system (or integrated set of IT systems) so that employees can make decisions by viewing enterprise wide information.
· Eliminates redundancies, reduces wasted time, and removes misinformation

Enterprise resource planning 
· Turner industries  Project interplan
· Runs all of turner’s constructions, turnaround, shutdown, and maintenance projects and is so adept at estimating and planning jobs that turner industries typically achieves higher profit margin on projects that use interplan.
· Problem with orgs is 
· different info in different departments
· inconsistent info across departments and poor communication
· wasted purchasing power due to non-integrated procurement
· lack coordination of common acitivities (HR, payroll etc)
· limited analytical capability
· Silos of functional org cultures and business practives with minimal touch points
· Cant there be just one kind of info for all
· The system also provides a stable and flexible platform for standardizing practices, policies, and procedures across departments, and for developing new applications such as competency management and career planning

	Reasons ERP systems are powerful Org tools

	ERP is a logical solution to the mess of incompatible applications that had sprung up in more businesses.

	ERP addresses the need for global info sharing and reporting

	ERP is used to avoid the pain and expense of fixing legacy systems



Core and extended ERP components
· Core ERP components: are traditional components included in most ERP systems and they primarily focus on internal operations
· Extended ERP components: are the extra components that meet org needs not covered by the core components and primarily focus on external ops

Core ERP components
· Core ERP components: are traditional components included in most ERP systems and they primarily focus on internal operations
1. Accouting and finance
· Accounting and Finance ERP components: manage accounting data and financial processes within the enterprise with functions such as general ledger, accounts payable, accounts receivable, budgeting, and asset management.
· Determines credit availibitly with clients
· Performs product profitability analysis
2. Production and materials management
· Production and materials management ERP components: handle the various aspects of production planning and execution such as demand forecasting, production scheduling, job cost accounting, and quality control.
· Grupo Farmanova, Pharmaceutical marketing and distribution company, has a system that could unify product logistics software
3. Human resources ERP component
· Human Resources ERP components track employee information including  payroll, benefits, compensation, and performance assessment, and assure compliance with the legal requirements of multiple jurisdictions and tax authorities.
· Can identify which employee is doing what (training software, long distance calls)
· Can determine if higher skilled personel working for most profitable unit

Extended erp components
· Extended ERP components: are the extra components that meet org needs not covered by the core components and primarily focus on external ops
1. Business Intelligence
· Business intelligence: describes info that people use to support their decision-making efforts. 
· Gathers info, organizes it, and applies analytical tools to assist management with decisions
2. Customer relationship management
· CRM: involves managing all aspects of a customer’s relationship with an organization to increase customer loyalty and retention and an organization;s profitability. 
· CRM components typically include contact centers, slaes forcast automation, and marketing functions 
3. Supply chain management
· SCM: Supply chain management (SCM): involves the management of information flows between and among stages in  a supply chain to maximize total supply chaine effectiveness and profitability. 
· SCM components help an org plan, schedule, control, and optimize the supply chain with acq of raw shits to finished good
4. E-business
· E-business means conducting business on the Internet, not only buying and selling but also serving customers and collaborating with business partners.
i. E-logistics: manages the transportation and storage of goods.
ii. E-procurement: B2B purchase and sale of supplies and services over the internet
· Common mistake is deploying a web presence to fellow SC members before even knowing how to use it
· Customers / suppliers demanding oder status, inventory levels, and invoice reconciliation
i. ERP vendors, in response, will need to build 2 new channels
1. B2C – customer to business
2. B2B

Enterprise Resource Planning. A system that integrates (or attempt to integrate) all data and processes of an organization into a unified system.

ERP Vendor Overview
· ERP Software
· 6.4 and 6.4  p167 has top companies in ERP vending
· Core ERP functions for each vendor are the same and focus on financial accounting, sales, marketing, HR, ops management, and logistics. 
· ERP comps differentitate themselves by offering unique functionality like CRM and SCM systems
· Failure rate of 66%. BAD!! Tough to design right one.
· Finding the right ERP solution
· Successful ERP project share 3 basic attributes:
1. Overall Fit
· Refers to the degree of gaps that exist between the system and the business process. A well fitting ERP has no major process gaps and very few minor ones
· Analoguous to buying a pair of pants at Moores
2. Proper Business analysis
· Successful companies normally spend up to 10% on analysis
3. Solid implementation plans
· A plan is needed to monitor the quality objectives and timelines
· A thorough implementation will transfer knowledge to the system users.

Erp benefits and risks
· It usually takes 8 – 18 months to take effect
· However, saves an org on average $1.9 mill a year
· ERP benefits
1. Integrate financial info: to understand an org’s overall performance
2. Integrate customer order info: easy to coordinate manufacturing, inventory, and shipping
3. Standardize and speed up manufacturing processes: 
4. Reduce inventory
5. Standardize HR info: tracking employees, and communicating HR shit
· Associate ERP risks
1. Software cost
2. Consulting fees
3. Process rework
4. Customization
5. Integration and testing
6. Training
7. Data warehouse integration and data conversion

The connected corporation – integrating SCM, CRM, and ERP
· Tending to all these components means dealing with multiple vendors
· Integrated enterprise will be critical in 21 century
· Integrations are achived using…
· Middleware: several different types of software that sit in the middle of an provide connectivity between 2 or more software applications. 
· Middleware translates information between disparate systems. 
· Enterprise application integration (EAI) middleware represents a new approach to middleware by packaging together commonly used functionality, such as providing prebuilt links to popular enterprise applications, which reduces the time necessary to develop solutions that integrate applications from many vendors.
· Heart of ERP: central data base and collects ALL info
· Updates are made throughout the system
· ERP automates business process such as order delivery
· Speeds up delivery process
 
· To qualify as a true ERP solution, must be 
· Flexible: respond to changes
· Modular and open: any module can be interfaced with or detached whenever required without affecting the other modules. Should also support multiple hardware platforms that have a heterogenous collection of systems
· Comprehensive: support a variety of org functions and suitable for a wide range of businesses
· Beyond the company: support online connectivity to business partners or customers.
Future of erp
· A vendor’s success will primarily depend upon how quickly it incorporates other kinds of functionality such as the 
· internet, <-- single Most important 
· interface, 
· and wireless technology.
Chapter 7 – Databases and Data Warehouses

Intro
· Data: are raw facts that describe the characteristics of an event. Characteristics for a sale include, date, item number, item desc
· Information: is data converted into a meaningful and useful context. Best selling item, worst selling item, best customer, worst customer

Understanding information

· Information granularity: refers to the extent of detail within the information (fine and detail or coarse and abstract information). 
· Coarse granularity: highly summarized info
· Fine granularity: great of amount of detailed info
· Could be sent in worksheet and docs and shit
· Employees must be able to correlate the different levels, formats, and granularities of information when makin decisions
· It’s about
· Collecting
· Compiling
· Sorting
· Analyzing info
· Samsung was able to identify the 40% of its sales loss and to which competitor it went to
	Info type
	Range
	Examples

	
Info Levels
	Individual
	Individual knowledge, goals and strategies

	
	Department
	Department goals, rev, exp, processes and strategies

	
	Enterprise
	Department ‘’ ‘’ ‘’

	
Info Formats
	Document
	Letters, memos, fax, marketing material, training material

	
	Presentation
	Product, strategy, process, financial, customer, and competitor presenta

	
	Spreadsheet
	Sales, marketing, industry, financial, competitor, customer, and order spreadsheet

	
	Data Base
	Customer, employee, sales, order, supplier, and manufacturer DB

	
Info granularities
	Detailed (Fine)
	Reports for each sales rep, product, and part

	
	Summary
	Reports for all sales personnel, all products, and all parts

	
	Aggregate (Coarse)
	Reports across departments, orgs, and companies


Not all companies are successful at managing info, some get overwhelmed.

· Info quality
· Westpac Financial Services has 2 problems
· Couldn’t capture info that could differentiate clients(emails)
· Couldn’t differ clients
· Ended up sending info to the wrong people
· The company then purchased NADIS (Name and Adress Info Integrity Software) a software solution that filters customer information and highlights missing, inaccurate, and redundant information.

	Characteristics of high quality information

	Accuracy
	Are all the values correct? Name spelt incorrectly? Dollar amount recorded properly

	Completeness
	Any values missing? Is street, city, and postal code included in addy?

	Consistency
	Is the aggregate or summary info in agreement with detailed info? Does total value yield subtot

	Uniqueness
	Is each transaction, entity, and event represented only once in the info? Any duplicate customers?

	Timeliness
	Info current with respect to business reqs? Is info update weekly?



· Several issues with low quality info
1. Missing info (customer name)
2. Incomplete info (addy has number and not street name)
3. Inaccurate info (phone number located in address info sect)
4. Duplication of info (slight similarity in customers names (Jone, Jones)
5. Wrong Info (phone and fax number the same)
6. Incomplete info (missing area code)
· 4 primary sources of low quality info
1. Intentional entry of wrong data by customers for privacy protection
2. Info from different systems have different info entry standards and formats
3. Call center operators enter abbrieviated or erroneuous information by accidentor to save time
4. Third party and external info contain inconsistencies, innacurracies, and errors.
· Undertanding the cost of poor info
· Innability to accurately track customers, which directly affects strategic initiatives such as CRM and SCM
· Difficulty identifying the orgs most valuable customers
· Inability to identify selling oppurtunities and wasted revenue from marketing to nonexistent customers and nondeliverable mail
· Difficulty tracking revenue because  of inaccurate invoices
· Inability to build strong relationships with customers, which increases their buyer 

· Understanding the benefits of good info
· Lilian Vernon Corp. Discovered men shop online more often than catalohues, they then posted more products oline and witnessed a 15% sales growth with men.
· EMCO corporation – Brass manufactuer, utilizes visualization software developed by Antarctica Systems to display all the company’s data at a glance. Software allows top managers t view critical company info, inv levels and profit margins, on maps instead of a spreadsheet. Like google map, drilling down to within each component
· Success of the org depends on appreciating and leveraging the true value of timely and quality information.

Database fundamentals
· Orgs must
1. Determine what info is required
· Acquire that info
· Organize the info in a meaningful fashion
· Assure the info’s quality
· Provide software tools so that employees throughout the org can access the info they require
· Database: maintains info about various types of object (inventory), events (transactions), people (employees), and places (Warehouses). 
· Database management system (DBMS) is software through which users and application programs interact with a database.
1. DMBS is to a database, as word processing is to a document!!!
2. Primary task of a DB is to store and organize every piece of info related to transactions (for instance, the sale of a product) and business events (such as the hiring of a new employee).
· Hierarchical DB model, info is organized into a tree-like structure that allowis info using parent/child relationships, in such a way that it cannot have too many relationships. Cannot be used to relate with structures in the real world.
· Network DB model: a flexible way of representing objects and their relationships
1. So multiple child/parent networks
· Relational database model: type of DB that stores info in the form of logically related 2 dimensional tables.






Database advantages

DB offers many advantages
· Increased flexibility
· Increased scalability and performance
· Reduced redundancy
· Increased integrity (quality)
· Increase security
· Increased flexibility
· Physical view of info deal with the physical storage of info on a storage device such as a hard disk.
· logical view of info focuses on how users logically access information to meet their particular business needs.
· While a DB has only one physical view, it can easily support multiple logical views
1. Because one user might prefer numeric , one might prefer alphabetic
· Increased scalability and performance
· Quebec runs on a fucked separatist tax system that involves a multitude of servers and desktops
· Scalability refers to how well a system can adapt to increased demands.
· Performance measures how quickly a system performs a certain process or transactions.
· Reduced redundancy
· Redundancy is the duplication of info, or storing the same info in multiple places.
· Primary problem with redundancy is it is often inconsistent
· Solving redundancy saves space, makes performance updates easier, and improves quality
· Increased integrity (quality)
· Information integrity is a measure of the quality of information. Within a database:
· Integrity constraints are rules that help ensure the quality of info. It ensures that users can never violate these constraints. 2 types of integrity constraints:
1. Relational integrity constraints
· Are rules that enforce basic and fundamental information constraints
· Ex: can’t make order for no customer, markup negative %, or order 0 pounds of material from a supplier
2. Business-critical integrity constraints
· Enforce business rules vital to an orgs success and often require more insight and knowledge than relational integrity constraints.
· Ex: no produce return are accepted after 15 days past delivery
· Produces higher quality info that will better support for business decisions.
· Increase security
· Passwords
· RCMP building the National Integrated Interagency Info (N-III), will allow coast-to-coast security on info

RELATIONAL DATABASE FUNDAMENTALS

· Again, relational database is one that stores information in the form of logically related 2 dimensional tables.
· TCCBCE, Indian coca cola factory, has had huge success with their new database
· Entities, Entity Classes, and Attributes
· Entity: person, place, thing, transaction, or event about which info is stored.
· Entity class: collection of similar entities
· Attributes, or field or columns, are characters or properties of an entity class.
· Keys and relationships
· Primary key: is a field (or group of fields) that uniquely identifies a given entity in a table
· Foreign key is a primary key of one table that appears as an attribute in another table and acts to provide a logical relationship between the 2 tables.

DATABASE MANAGEMENT SYSTEMS
· Data defitinition component: of a DBMS help create and maintain the data dictionary and the structure of the database. 
· Data dictionary: is a file that stores defitions of data types, identifies the primary and foreign keys, and maintains the relationship among tables. Essentially defines logical properties of the data that the database contains.
	Logical Property
	Example

	Field name
	Name of field such as Customer ID or Product ID

	Type
	Alphanumeric date, time, currency etc

	Form
	Each phone number must have area code (XXX) – XXX-XXXX 

	Default Value
	The default value for area code is (303)

	Validation Rule
	A discount cannot exceed 100%

	Entry rule
	Field must have valid entry, no blanks allowed

	Duplicate rule
	Duplicate data not allowed



· Data manipulation component
· Allows users to create, read, update, and delete data in a database.
· View: allows users to see the contents of a DB, make any required changes, perform simple sorting, and query the database to find the location of specific info.
· Reform generators allow users to define formats for reports along with what data they want to see in the report.
· Query is simply a question like “How many customers live in California?”
· Query-by-Query Example tools (QBE) allow users to graphically design the answers to specific questions.
· Structured query language (SQL) is a standardized fourth-generation query language found in most DBMSs. SQL performs the same function as QBE, except that the user must type statements instead of pointing, clicking, and dragging in a graphical environment. 
· Basic form is 
· SELECT
· WHERE
· FROM
· Application Generation and Data Admin Components
· Used by IT specialists for data manipulation and query makings
· Application generation component includes tools for creating visually appealing and easy-to-use applications. It specialist use application generation components to build programs for users to build their own program, like Macro in CSI
· Data admin component provides tools for managing the overall database environment by providing facilities for backup, recovery, security, and performance.  Again, direct Interation with IT specialist
· CPO ensures legal stuff (read only, update, delete) CTO responsible for ensuring efficiency of IT system and does backup, recovery, and perf features

Integrating data among multiple databases
· Integrations enable different departments to share information, and increase quality information
· Army can generate detailed reports on its state of readiness
· Integration: allows separate systems to communicate directly with each other. Similar to the UK’s army, an organization will maintain multiple systems, with each systems having its own database.
· Without integration, an will
1. Spend considerable time entering the same info in multiple systems
2. Suffer from low quality and inconsistency
· Forward integration takes information entered into a given system and sends it automatically to all downstream systems and processes.
· Backward integration: takes information entered into a given system and sends it automatically to all upstream systems and processes. 
· In an order entry system, an employee can update the information for a customer.
· 1st integration method: Integrations are expensive and difficult to build and maintain most organizations build only forward integrations ( sales through billing)
· 2nd integration method builds a central repository for a particular type of information. 

Accessing org info
· Data warehouses are able to make business decisions about customer’s regional needs.
· Businesse uses data warehouse for the following reasons
· Base its labour budgets on actual number of guests served per hour.
· Develop promotional sale item analysis to help avoid losses from overstocking or understocking inventory
· Determine theoretical and actual costs of food and the use of ingredients.

History of data warehousing
· Operational systems typically include accounting, order entry, customer service, and sales and are not appropriate for business analysis for the following:
· Information from other operational applications is not included
· Operational systems are not integrated, or not available in one place
· “” is mainly current – does not include history that is required to make good decisions
· ‘’’’’ frequently has quality issues (errors) info needs cleansing
· Without info history: difficult to tell why things change over time
· Operational systems are not designed for analysis and decision support

Data wharehouse fundamentals
· Data wharehouse: is a logical collection of summarized info – gathered from many different operational databases – that supports business analysis acitivities and decision-making tasks. 
· Bill Inmon breaks it down
· Subject-oriented: data is organized around major subject areas of the company (like customer, vendor, product) instead of around a company’s on-going business operations or business applications found in transactional processing systems
· Integrated: data gathered in a data wharehouse from a variety of operational data sources and merged into a coherent and consistent whole
· Time:-variant: all data in a data wharehouse is time-stamped with a particular time period, weekly, monthly, quarterly or yearly
· Non-volatile: means data in a data wharehouse is stable and once loaded never changes. That is, as new data is added, data is never removed or modified.
· Primary purpose of a data wharehouse is to aggregate info into a single repository in a way employees can make decisions and undertake business tasks
· Sale of a product
· Hiring a new employee
All support managerial decision making
· Extraction, transformation, and loading (ETL) a process that extracts info from internal and external databases, transforms the info using a common set of enterprise definition, and loads the info into a datawharehouse
· Data mart: contains a subset of data wharehouse info. 
· So, datawharehouse have more organizational focus and data marts as having focused information subsets particular to the needs of a given business such as a unit (finance, production, ops)
· Multidimensional Analysis
· Relational database contains info in a series of 2 dimensional tables
· Data warehouse and data mart, info is MULTIDIMENSIONAL
· Most of em are Multidimensional databases
· Dimension: particular attribute of information. Each layer in a data warehouse or data mart represents information according to an additional dimension
· Cube: is the common term for the representation of multidimensional information.
· Cube A: everything (all rows and collums)
· Cube B: extract a column or row
· Cube C:  wind down to a Column j and row i
· Information Cleansing or scrubbing
· When allocating for advertising strategies, low quality has an impact
· Information cleansing or scrubbing: a process that weeds out and fixes or discards inconsistent, incorrect, or incomplete info.
· Specialized software tools exists and use sophisticated algorithms to parse, standardize, correct, and match consolidated data in a warehouse
· Occurs first during the ETL process and second on the info once it is in the data warehouse.
· Vendors: Oracle, SAS, ascential Software, and Group 1 Software
· Scrubbed info error free and consistent
· Examples: Customer names entered differently in different ops systems
· Perfect info is almost impossible to complete
· Accurate Info: means it is correct, 
· Charelottown PEI without a postal cost: incomplete, but accurate info
· Complete info: means there are no blanks
· Birth data 31/02/1991: inaccurate, but complete Feb 31 does not exist
· 85% accurate, 65% complete

Business intelligence
· Business Intelligence (BI): is info that people use to support their decision making efforts. 
· Procedures/challenges in business. Think ART OF WAR
· Collecting info
· Discerning patterns and meanings in the info
· Responding to the resultant info
· Has become the art of sifting through large amounts data, extracting information, and turning that information into actionable knowledge
· Enabling Business intelligence
· PRINCIPAL B.I. enablers
· Technology: even smallest company’s BI software can compute retardly sophisticated shit. Big ones can use it to compute and monitor metrics on virtually every variable important for managing the company.
· People: Understanding the role of people in BI allows org to systematically crate insight and turn these insights into actions. Decision makers can be dancing.
· Culture: A key responsibility of executives is to shape and manage corporate culture. One of the most important steps  is to measure performance of an organization.

Data mining
· Data mining: process of analyizing data to extract info not offered by the raw data alone. Can also begin at a summary information level (coarse granularity) and progress through increasing levels of detail (drilling down), or reverse (drilling up)
· Data-mining tools use a variety of techniques to find patterns and relationships in large volumes of information and infer rules from them to predict future behaviuor and guide decision making. Include query tools, reporting tools, multidimensional analysis tools, stats tools, and intelligence agents. Apply algorithms to info to uncover inherent trends and patterns in the information which analyst use to develop new strategies.

· More common features of data mining analysis include:
· Cluster Analysis: 
· A technique used to divide an info set into mutually exclusive groups such that the members of each group are as close together as possible to one another and the different groups are as far apart as possible. Segmenting customer info for CRM. Behavioural traits and shit
· Has ability to uncover naturally occurring patterns in info 
· Association detection
· Reveals the degree to which variables are related and the nature of the frequency of these relationships in the info. Maytag’s warranty analysis tool: scans issues before they hit consumers/ takes proactive measures to control product defects.
· Also called: Association rule generators: because they create rules to determine the likelihood of events occurring together at a particular time or following each other in a logical progression. Relfected by  percentages : 50% of event A happens with B, 85% A alone happens)
· One of the most common forms of detection analysis
· Market Basket Analysis: analyzes such items as Web sites and checkout scanner info to detect customer’s buying behavior an predict future behavior by identifying affinities among customer’s choices of products and services
· Statistical Analysis
· Performs such functions as information correlations, distributions, calculations, and variance analysis. Kraft uses it to examine flvour, colour, aroma, texture, and appearance.
· SENECA: gathers and analyzes information by assigning precise definitions and numerical scales to such qualities as chewy, sweet, crunchy, and creamy. Models are built, histories, andforecasts
· This PVR tool ensures consistency in all these attributes of food mentioned above
· Can experience significant cost savings
· Forecasts: predictions made on the basis of time series information.
· Timer series informationL is time stamped info collected at a particular frequency. Ex: web visits per hour, sales /month, calls per day.
· Forecasting data mining tools allow users to manipulate the time series for forecasting activities. Seasonal variations: knowing when to sell what.
· NESTLE sophisticated data mining tool predicted Mother’s Day sales 90 % accurate.
· Overall, the company has benefited from a 40 % reduction in inventory and a 50% reduction in order changes, all due to its forecasting tool.






Chapter 8 – Helping orgs access, share, and use info

Intro
· Info: meaningful data
· Best selling item
· Worst selling item
· Knowledge: action able data
· Info becomes knowledge when info can be enacted upon

· Having info about a topic does not make a person knowledgeable 
· Person needs to 
· understand or comprehend
· be able to make inferences between info tidbits
· And most importantly be able to apply that info into action

· How to capitalize on the info collected? 2 trains of thought 
· Computer scientist: argues that knowledge is contained within formalized data structures and that technology exist today. Like AI and IAgents
· Humanist or info study studies scholar: opposite, knowledge is resident in human brains, IT can store info, but its up to the user to interpret and make sense of it

· Orgs today have found that helping employees access, share, and utilize info is the best way to convert info into knowledge
· Many companies are turning to new information technologies, such as collaboration systems and enterprise portals.

Teams, partnerships, and alliances
· To be successful – and avoid being eliminated by the competition – an org must constantly undertake new initiative, address both minor and major problems, and capitalize on significant oppurtunities
· Creating teams, partnerships and alliances because of core competencies
· Can be formed internally or externally
· Core competency: of an organization is its key strength, a business function that it does better than any of its competitors.
· Apple with product design
· Accenture with installation of info systems
· Core competency strategy: is one in which an organization chooses to focus specifically on what it does best (its core competency) and forms partnerships and alliances with other specialist org to handle non-strategic business processes.
· Boosts productibity
· Adds complementary resources to a company
· Information partnership: occurs when 2 or more organizations cooperate by integrating their IT systems, thereby providing customers with the best of what each can offer.
· FEDs, Provs, and muni create an integrated info system and has simplified obtaining permits

Collaboration
· Collaboration system  is an IT based set of tools that support the work of teams by facilitating the sharing and flow of information. Collaboration solves specific business tasks such as telecommuting, online meetings, deploying applications, and remote project and sales management
· Allow people, teams and orgs to leverage and build upon the ideas and talents of staff suppliers, customers, and partners
· Challenges
1. Complex interactions between people in different locations  and desire to work across function and discipline areas
2. Requires flexibility in work process and the ability to involve others quickly and easily
3. Call for creating and sharing information rapidly and effortlessly within a team.
· Collaboration systems have 2 categories
1. Unstructured collaboration or info collaboration: includes docs exchange, shared whiteboards, discussion forums, and email. 
· Improves personal productivity
2. Structured collaboration or process collaboration : involves shared participation in business processes, such as workflow, in which knowledge is hard-coded as rules. 
· Improves automation and the routing of info
· Lock heed martin aeronautics company sucks Collaboration cock

Knowledge management
· Knowledge management (KM) involves capturing, classifying, evaluating, retrieving, and sharing information assets in a way that provides context for effective decisions and actions.
· It’s the systematic, effective management and utilization of an org’s info resources that contain or embody knowledge
· Sources include: people (human experts), paper documents; electronic word documents, presentations and spreadsheets; and data wharehouse.
· KM is the process through which orgs generate value from their intellectual and knowledge based assets.
· Codification not always KM goal
· Resides within human experts
· KM is about how companies cultivate and promote practices (behaviors) and the use of tools (such as information technologies) that help capture, store, organize, and make the best use of information within and across the enterprise to increase and leverage org knowledge and know-how.
· Think of caddie example: everyone wins
· KM in business
· Knowledge can be a real competitive advantage for an organization.
· Primary objective of knowledge management is to be sure that company’s knowledge of facts, sources of info, and solutions are readily available to all employees whenever it is needed.
· Knowledge management system (KMS) the capturing, organization, and dissemination of knowledge throughout an org. Up to org to determine what info qualifies as knowledge
· Explicit and tacit knowledge
· Explicit knowledge: consists of anything that can be documented, archived, and codified, with Help of IT.
· Patents, trademarks, business plans, marketing research, and customer lists.
· Tactic knowledge: is the knowledge contained in people’s head.
· Shadowing and jointproblem solving 2 best practices for transferring or re-creating tactic knowledge inside an org
· Shadowing: Less experienced staff observe more experiences staff to learn shit.
· Join problem solving: novice and expert work together on a project, it brings expert’s approach to light.
· AN effective KMS system should help do one or more of the following
· Foster innovation by encouraging the free flow of ideas
· Improve customer service by streamlining response time
· Boost revenues by getting P/S to market fatser
· Retain employees with talent
· Streamline operations and reduce costs by eliminating redundant or uncessary processes. 
· All this will milk improved efficicny, high productivity, and increased revenues revenues in practically any business function
· 8.4 figure in TXT
· Key reasons orgs launch KMS (in order)
1. Increased profits or revenues 65%
2. Retain key talent 62%
3. Improve customer retention and/or satisfaction 52%
4. Defend market share 45%
· Has helped ChevronTexaco achieve a 30% productivity gain, 50% safety improvement, 2.3 billion dollars in ops cost reduction
· Some KM projects fail however
· KM projects typically focus on creating value in a specific process area or even just a certain type of transaction
· Celebrating even small success with KM will help build a base of credibility and support for future KM projects
· KM technologies
· KM not purely technology-based concept
· KMS tools fall into one or more of the following categories
1. Knowledge Repositories (data bases)
2. Expertise tools
3. E-learning applications
4. Discussion and Chat technologies
5. Search and data mining tools
· KM and Social networking
· Social networking analysis: (SNA) is a process of mapping a group’s contacts (whether personal or professional) to identify who knows whom and who marks with whom. Identifies best / work employees
· SNA not a replacement for traditional KM tools, but can provide companies with a starting point how best to proceed with KM initiatives
· SNA can help companies identify key leaders and then set up a mechanism, such as communities of practice, so that those leaders can pass on their knowledge to colleagues.

WTF are enterprise portals

· Enterprise portals: single point web browser interfaces used within an organization to promote the gathering, sharing, and dissemination of info throughout an enterprise.
· Or called: corporate portals and business portals
· Employees can gain access to content, services, and apps through ONE access point
· Enterprise portals primary purpose is to provide a transparent directory of information located throughout an org, not act as separate source of information itself
· To promote them, orgs typically hard wire the portal to the default homepage that appears on an employee’s personal Web Browser when launched.
· Primary purpose: navigate people, Secondary: to provide unique content
· Common elements contained within enterprise portal design include
· Enterprise taxonomy: or classification of information categories that help organize info for easy retrieval.
· A Search engine: to facilitate more specific and exact info requests
· Hypertext links to both internal and external web sites and information sources.
· More advanced ones include access to email, calendars, workflow and project management software
· LIKE YAHOO!
· Other feature
· Publishing facility: enables users to post and index information directly into the portal themselves
· Automatic indexing facility: that classifies info items posted on the portal using algorithms. Counting method
· Subscription facilities: notify and distribute relevant information on a regular basis to a specific user or group of users
· Intelligents agents that understand a user’s preference roles and assists that user in finding information of relevance and tailoring the presentation of information on the web interface in a way that is almost helpful for the user.

Potential of enterprise portals

· Systems of portals must comprise 3 distinct areas. 
	Enterprise portal
An information space that facilitates knowledge management and collaboration

	Content Space
Provides access to corporate data and information
Improving storage and retrieval 
Pull (requested) or pushed (filtered)
	Communication space
Provides channels for conversations
Instant messaging services or online discussion rooms
	Coordination space
Facilitates workflow and routines
Ability to coordinate work processes, gain access 



Enterprise portals typically incorporate the integration of many systems, including
· Content management systems
· Workflow management systems
· Groupware systems

Content management systems
· Content management systems: provides tools to manage the creation, storage, editing, and publication of information in a collaborative environment
· Common types of content management systems
· Document Management system (DMS) A document management system (DMS) is a computer system (or set of computer programs) used to track and store electronic documents and/or images of paper documents.
· Digital asset management system: DAM: works with binary rather than text files. Conversion.
· Webcontent management: adds additional layer to documents and digital assets to enable publishing content both to intranets and to public web sites.
· Major vendors:
· Documentum
· Fatwire
· InterWoven

Workflow management systems

· Workflow defines all the steps or business rules, from beginning to end, required for a business process. 
· Workflow management systems: facilitate the automation and management of business processes and control the movement of work through the business process.
· Involves people and automated systems
· 2 primary types of workflow systems
· Messaging-based workflow systems: send work assignments through an email system.
· For example each time a team member completes a piece of the project, the system would automatically send the document to the next team member.
· Database-based workflow systems: store documents in a central location and automatically ask the team members to access the document when it is their turn to edit the document
· Work Flow management features
· Process definition tool
· Stimulation, prototyping, and piloting
· Task initiation and control
· Rules-based decision making
· Document routing
· 










Groupware systems
· Groupware: a software that supports team interaction and dynamics including calendaring, scheduling, and videoconferencing. Used to communicate, cooperate, solve problems, compete, or negotiate.
· Modern tech reliance
· Groupware falls into 2 primary categories
· Users of this are working 2gther at 
· the same time (real-time/synchronous software)
· different times (Asynchronous groupware)
· Users are 
· Same place (co-located or face-to-face)
· Different places (non-co-located or distance)

	
	Same time
	Different time

	Same Place
	Presentation Support
	Shared computers

	Different place
	Videophones, Chat
	E-mail, workflow



Groupware system advantages
· Facilitating communication
· Enabling telecommuting
· Reducing travel costs
· Sharing Expertise
· Forming groups with common interests where it would not be possible
· Saving time and cost in coordinating group work
· Facilitating group problem solving
Toyota an exemplar

Other enterprise portal tools
· Instant messaging (IM or IMing) : type of communications service that enables someone to create a kind of private chat room with another individual in order to communicate in real-time (same time) over the internet
· Features
· Web links
· Images
· Sounds
· Files
· Talk
· Streaming content : USS
· Instant msgs: immediate
Factors affecting enterprise portal adoption and use

· Information politics surrounding the design and development of the portal
· 2 broad political struggles over the ownership of the information posted and available on the enterprise portal.
· Lesson learned: the human struggle over an enterprise’s portals content and functionality can lead to resultant designs that favor certain stakeholder groups rather than end-user needs.
· System development process  by wich the portal was maintained
· For minor content changes, the communications department accessed a content management system that allowed them to publish new items, post pictures, conduct surveys. However big shit that need pro help would take forever to come and assist
· 3 identified factors of influence: Time, cost, and available personal
· Lesson learned: in terms of this, a perceived slowness in changes to an enterprise portal’s design or info content can lead to user DISATISFACTION.
· Info culture of the org. 5 subsets
· Info sharing
· Sharing generally occurs between colleagues and team members
· Trust a predominant factor
· Some fear they will receive disciplinary action
· Lesson Learned: Provision of protection  enhance info sharing
· Info overload
· Emp have difficulty accessing specific info
· Say theirs a lot of garbage
· Lesson Learned: user amount will increase as a result of info filters
· Info access
· This big CDN comp had a strong desire to make the enterprise portal the primary vehicle for in distribution and function as a gateway to the thousands of departmental web sites.
· Lesson Learned: greater usage comes with quick and universal access
· Info control
· Standardization of information seemed to be a predominant theme. Both IT and comm. Group wanted different things
· Some saw it as a way to set standards; some cried like babies
· Lesson Learned: offering ways to change presentation and display will increase usage
· Attitude towards using the portals
· Oscillation of opinion
· Some don’t even know it exists
· Lesson Learned: positive perception and awareness  ++usage
· Computer Supported Cooperative: (CSCW) refers to a field of research concerned with the development and use of software to help groups increase their competency in working together

According to CSCW, groupware fails because:
· Third parties who do work don’t benefit so don’t give a shit in helping groupware
· Calls for critical mass of users to adopt the system
· They lead to activity that may disrupt social processes and
· They are hampered by poor developer intuition on multi-user needs








Chapter 9 – Info ethics, Info Piracy, and info security.

Intro

· Ethics: the principles and standards that guide our behavior toward other people
· Privacy: the right to be left alne when you want to be, to have control over your own personal possessions, and not to be observed without your consent.
· Confidentiality assurance that messages and info are available to those who are authorized to view them
· Technolgy related issues
	Intellectual property
	Intangible work in a visible form

	Copyright
	Protection on songs, games, document 

	Fair use doctrine
	In some case, legal use of copyright info

	Pirated software
	Unauthorized, use, sale of copyrighted shit

	Counterfeit software
	Software manufactured to look like real thing then sold


· Primary reasons privacy issues reduce trust for Ebusiness
· Loss personal privacy
· 37% of internet users are “a lot” more inclined to purchase a product on a Web site that has a privacy policy
· Effective privacy would convert more internet users to internet buyers






Info ethics
· Info ethics: concerns the ethical and moral issues arising from the development and use of info technologies, as well as the creation, collection, duplication, distribution, and processing of info itself (with or without the aid of computer technologies)
· Ethical dilemmas arise out of clash between competing goals.
· Examples of questionable IT use
· Individuals copy, use, and distribute software
· Employees search org databases for sensitive corporate and personal information
· Orgs collect, buy, and use information without checking the validity or accuracy of the info.
· Individuals create and spread virsuses that cause trouble for those using and maintaining IT Systems
· Individuals hack into computer systems to steal proprietary info
· Employees destroy or steal prop org info, sketches, schematics, lists, reports.
· Information has no ethics
· SPAM can go to anyone. It can’t guide itself. Thus it has no thought of ethics
· So, it falls on the shoulders of those who own the info to develop ethical guidelines on how to manage the information
· Information ethics in the workplace
· Systems that don’t respect human dignity
· Dehumanization of humans
· Shit can be so easy it disallows workers to think, leaving them feeling useless
· Solve problem by design appropriate system, and getting end users involved in the design
· Employee Monitoring
· Done to boost productivity or get work done
· Used also to keep shitheads out of unauthorized areas
· Workers will feel violated and strips away personal freedom
· Solve it by blocking websites or opt outing it
· Get them to review policy on info use
· If shit happens in a company cause by an employee, the whole company is at risk
· American Management Association 
· 82% of the study’s 1,627 dudes acknowledge some form of monitoring
· 63% of companies say they monitor internet connection
· 47% report reading employee emails
· 47% of employees spend a LEAST 30 mins a day surfing the net
	Employee monitoring effects

	Employees absenteeism is at 20%. They can’t take care of personal shit during work so they take days off of work to take care of them. Is it worth a few minutes over a few days.

	

	



Information technology monitoring: is tracking people’s activity by such measures as number of keystrokes, error rate, and number of transactions processed.

Common Monitoring tools
1. Key logger, or key trapper, software: records key strokes and mousclicks
2. Hardware key logger: a hardware that captures key strokes on their journey from the keyboard to the mother board
3. Cookie: records webactivities. Allow websites to record the coming and goings of customers, usually without their knowledge or consent
4. Adware: generates ads that install themselves on a computer when a person downloads some other program over the internet
5. Spyware (sneakware or stealthware) comes hidden in free downloadable software and tracks online movement, mine the info stored on the comp, 
6. Web log: every visitors visit to a website and is usually stored on a webserver
7. Clickstream: website visit with info on WHAT site, HOW LONG, WHAT ADS were viewed and WHAT WAS PURCHASED.

Information privacy
· 50% of respondents in a survey say they have a ‘fairly low level” to a “very low level” of trsut with banks, credict card companies, and retail shops and they wont be able to protect personal data
· Information privacy: concerns the legal right or general expectation of individuals, groups, or institutions to determine for themselves when, and to what extent, info about them is communicated to others.
· Information privacy breaches pertain to personal data and inf stored electronically or other otherwise
· Stuff like Health info, police records, finance info (income, purchas, spending habbits) genetic info, and demographic info (age, weight, name…
· SO, ITS NOT ABOUT THE PREVENTION OF COLLECTING AND SHARING PEROSNAL INFO, its necessary at some times, like retail store purchase. IT IS ABOUT RECOGNIZING THE SENSITIVY OF PERONSAL INFO AND PROTECTING THAT INFO FROM INNAPROPRIATE DISCLOUSURE OR UNAUTHORIZED ACCESS. Rules are establish. However it varies greatly around the world
· EUROPE 
· Strong information privacy laws
· A directive is a legislative act of the European Union that requires member states to achieve a particular result without dictating the means of how to achieve that result. 
· The directive of personal data protection grants the following rights
· Right to know source of data processing and purpose of the processes
· Right to access and/or rectify innacuracies in one’s personal data
· Right to disallow the use of personal info
· Europeen union must comply with these 8 principles as outlined in the directive; data must be
· Fairly and lawfully processed
· Processed for limited purposeds
· Adequate, relevant, and not excessive
· Accurate
· No kept longer than necessay
· Processed in accordance with the subjec’t rights
· Secure
· Not transferred to another country without adequate protection
· Each country has its own supervisory authority to monitor levels of protection afforded by the legislation
· UNITED STATES
· Info privacy not highly legislated nor regulated
· Access to info culturally acceptable, like obtaining credit cards
· Some states put info privacy into importance more than others.
· HIPPA established national standards for the electrioniuc data interchange related the health care providers, insurance plans, and employers.
· CANADA
· Canada’s privacy is strict like Europe
· Personal Info Protection and Electronic Document Act (PIPEDA) 1983
· Pension and employement insurance files
· Medical records,
· Tax records
· Security clearances
· Student loan applications
· Military records
· Goal is to provide Canadians with a right of privacy with respect to how their personal info is collected, used, or disclosed by an org.
· 
· PIPEDA allows exceptions
· Journalistic, artistic, literary purposes
· If it benefits the individual or if obtaining permission could infringe on the info’s accuracy
· Contributes to legal investigation or lifes are at stakes
· If disclosure aids, in times of emergency, matter of legal investigation, or facilitates the conservation of historically important records. 
· GUIDING PRINCIPLES page 266
· What does PIPEDA mean for a Canadian citizen?
· First, it requires 
· Orgs must get ur permission to collect, use or disclose
· Make you still get product or services even if you choose not to give out information
· Collect info by fair and lawful means
· Provide personal info policies that are clear, understandable and readily available
· Second, encourages
· Destroys info that is no longer needed after its purpose
· Third, gives you the citizen
· Right to know why orgs collect use or disclose pers. Info
· Make sure that the org doesn’t use it anywhere else
· Know who in the org is responsible for your info privacy
· That ur info is being protected by adequate security meausres
· Ensure info about you is accurate and up to date
· Obtain access to personal info and ask for corrections
· Complain about handling of info by going to
· Privacy officer in org, if he sucks
· Privacy commissionet of Canada
· Provincial Privacy Commissioner

Developing policies for information ethics and information privacy
· Six principles of ethical information
· 1. info should be managed like cash, facilities, or any other corporate asset
· The CIO a steward of corporate info and manages from its creation to destruction
· CIO responsible for controlling access to and use of info as determined by governmental regulation and corporate policy
· The CIO is responsible for preventing the inappropriate destruvtion of info
· CIO responsible for bring tech knowledge to info managing
· CIO should partner with other execs and execute info management policies
· Epolicies: are policies and procedures that address the ethical use of computers and internet usage in the business environment. Typically embody the following
· Ethical computer use policy
· Information privacy policy
· Acceptable use policy
· E-mail privacy policy
· Internet use policy
· Anti spam policy
· Employee monitoring policy
· Ethical computer use policy: contains general principles to guide computer use behavior. Ex: the ethical computer use policy might explicitly state that users should refrain from playing computer games during working hours.
· Informed of the rules and, by agreeing to use the system on that basis, consent to abide by the rules
· Info privacy policy: contains general principles regarding information privacy.
· Example of unintentional use would be social security number used on every piece of ID.
· A few guidelines to follow when an organization is creating a info p.p.
· Adoption and implementation of a p.p.: for orgs engaged in online activities or e-business has a responsibility to adopt and implement a policy for protecting the privacy of pers. Info
· Notice and disclosure: this thing should be easy to find, read, and understand: policy must state
· What info is being collected
· The use of info being collect
· Possible third parties receiving the info
· Choices regarding use, collection, distribution of the collected info
· A statement of the org’s commitment to info security
· What steps an org take to ensure info quality and acess
· Choice and consent: individuals should be given the opportunity to opt out of such info collection
· Info security: orgs creating, maintaining, using or disseminating personal info should take appropriate measure to assure its reliabiluity, ad should prevent misuse or jacking of this info
· Information quality and access: orgs should establish appropriate processes fuck this
· Acceptable use policy(AUP) is a policy that a user must agree to follow in order to be provided access to a network or to the internet.
· Nonrepudiation: is a contractual stipulation to ensure that e-business participants do not deny (repudiate) their online actions. A nonrepudiation clause is typically contained in an AUP
· Many business and educational facilities require students and employees to sign a AUP before network access
· When signing up for ISP, AUP is presented
	Acceptable use policy stipulations

	1. Not using  the service as part of violating any laws

	2. Not attempting to break the secuiryt of any computer network or user

	3. Not posting commercial msgs to groups without prior permission

	4. Not performing any nonrepudiation

	5. No attempting to send junk e-mail or spam to anyone who does not want to receive it

	6. Not attempting to mail bomb. Which is sending massive amount of e-mail to a specific person or system resulting in filling up the recepient’s desk



· E-mail Privacy Policy: details the extent to which e-mail messages may be read by others.
· Deleting a sent email on one computer doesn’t delete the other’s with the same email
	Email Privacy Policy stipulations

	1. PAGE 271 * 7

	

	

	

	

	

	



· Internet Use policy: contains general principles to guide the proper use of the internet.
	Internet use stipulations

	1. Page 271 * 5

	2. 

	3. 

	4. 

	5. 



· Anti-Spam policy: simply states that email users will not send unsolicited e-mails (or spam). Spam: unsolicited mail. Will constitute 40%-60% of orgs email traffic!!
· Difficult to write anti-spam laws because one’s spam could be another’s important information!!
	Spam prevention tips

	1.

	2.

	3



· Employee Monotoring policy
· State how, when, and where the company monitors its employees
· CSO job
	Employee Monotoring policy

	1.

	2.

	3.

	4.

	5.

	6.

	7.

	8.

	9.

	10.

	11.




Protecting information
· Credit card breach huge
· 2 million in canada and 20 million Visa around the world
· PIPEDA, on april 2007, stated that orgs must notify clients ASAP about security breaches
· Info security: is a broad term emcompassing the protection of information from accidental or intentional misuse by persons inside or outside an org. 
· 46% of respondents in a survey  say their org spend 1 to 5% of total IT bufdegt on secuiryt
· 16% said their org spent less than 1% of IT budget on security
· The highest average computer investment per employee was found in the transportation industry



First line of defence
· People are the biggest issue surrounding information security
· 38% of respondents indicate secuirity incidents occur inside the organization
· Insiders: are legitimate users who purposely or accidentally misuse their access to the environment and cause some kind of business-affecting incident.  Happens because of inadvertent or advertent use.
· Like leaving ur password and login on a sticky next to ur computer, people can easily find it
· Social enginnering: using one’s social skills to trick people into revealing access credentials or other information valuable to the attacker. Going through trash or dumpster diving is another rway of doing so
· Information secuiryt policies: identify the rules required to maintain info security.
· Information security plan: details how an org will implement the information security policies. Ex: page 276.
	FIVE STEPS FOR CREATING an INFO SECURITY PLAN: p.278

	

	

	

	

	



Top 10 questions managers should ask regarding info security Page 278


Second line of defense – technology

· 3 primary security areas
· Authentication and authorization
· Authentication: is a method for confirming user’s identities.
· Athorization: is a process of giving someone permission to do or have something
· Broken down into 3 categories
· Something the user knows such as user ID and Password
· One of the most ineffective ways for determingn authentication because passwords not secured
· Identity theft: is the forging of someone’s identity for the purpose of fraud
· Phishing: is a technique to gain personal information for the purpose of identity theft, usually by means of fraudulent email. One way to accomplish is sending emails that look like they came from legitimate businesses
· Something the user has such as a smart card or token
· Tokens: are small electronic devices that change user passwords automatically.
· Smart card: device that is around the same size as a credit card containing embedded technologies that can store info and small amounts of software to perform some limited processing.
· Something that is part of the user such as a finger print or voice signature
· Biometrics: the identification of a user based on physical characteristic, such as a finger print, iris, face, voice, or handwriting. 
· Costly and worrying
· Iris scans expensive and intrusive
· Finger print less intrusive and inexpensive. Not 100% accurate
· Prevention and resistance
· Stop intruders from accessing intellectual capital.
· Ebay downtime of 22hrs costed them 6.4bill
· Downtime costs in general can vary from $100 to 1 mil per hour
· Technologies available to help prevent and build resistance to attacks include
· Content filtering
· Occurs when orgs use software that filters content to prevent transmission of unauthorized info. Filter emails in/out. Prevent any suspicious files from transmitting such as potential virs-infected files. Filter spam
· Encryption 
· Scrmables info into analternative form that requires a key or password to decrypt the information. So unauthorized peeps cant read it
· For orgs with sensitive info, like credit cards
· Public key encryption (PKE): is an encryption system that uses two keys: a public key that everyone can have and private key for only the recipient. Unscrambles encrypted info
· Firewalls
· Hardware/software that guards a private network by analyzing the info leaving and entering the network. Examines each msg that wants entrance to the network. Can detect computers communicating with the internet without approval
· Detection and response
· Antivirus software
· Cyber Hackers will be investigated, arrested, and prosecuted
· Types of hackers and viruses ON PAGE 283
	Hackers
	Viruses

	1
	1
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	2

	3
	3
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Chapter 2 – E-Business

Intro
· E-business: is the conducting of business on the internet, not only buying and selling, but also serving customers and collaborating with customers.
· E business websites must be innovative, add value, and provide useful info
· Understanding E-business begins with understanding
· Disruptive technology
· Evolution of the internet
· Accessing internet information
· Providing internet information
Disruptive technology
· Digital Darwinism: implies that orgs which cannot adapt to the new demands placed on them for surviving in the info age are doomed to extinction
· Disruptive technology: implies that orgs which cannot adapt to the new demands placed on them for surviving in the info age are doomed to extinction
· Tend to open new markets and destroy old ones
· Sustaining technology, on the other hand, produces an improved product customers are eager to buy, such as faster car or largest hard drive. 
· Provide us with better, faster, and cheaper products in established markets.
· Companies weight on expected returns for disruptive and sustaining
· Fortune 500 rank:53 - Dell 78/22
· Fortune 500 rank:1 - Walmart 50/50
· Fortune 500 rank:3 – GM  5/95
· Rest on page 35
· Cmonpanies that capitalized on disruptive technology
· Charles Scwab: Online brokerage
· Hewlett Packard: Microprocessor based computers; ink-jet printers
· IBM – Minicomps; personal comps

Evolution of the internet

· Internet: is a global public network of computer networks that pass info from one to another using common computer protocols.
· Protocols: are standards that specify the format of data as well as the rules to be followed during transmission.
· Standards include
· Internet Engineering Task Force (IETF); the protocol engineering and development arm of the internet.
· Interne Architecture Board (IAB): responsible for defining the overall architecture of the internet, providing guidance and broad direction to the IETF
· Internet Egineering Steering Group (IESG) responsuible for technical management of IETF activities and the internet standards process
· Business changes due to technology
· Travel
· Entertainment
· Electronics
· Finacial Services
· Retail
· Automobiles
· Education and training
· Evolution of the World Wide Web
· World Wide Web (WWW): a global hypertext system that uses internet as its transport mechanism. 
· Hypertext transport protocol: HTTP, the internet standard that supports the exchange of info on the WWW.
· Enables authoros to embed hyperlinks in Web Docs, 
· HTTP defines the process by which a web client, called a browser, orginates a request for information and sends it to a Web server, a program designed to respond to HTTP requests and provide the desired info
· Digital divide: is when those with access to technology have great advantages over those without acess to technology. India and Siroha have to travel 8km for a telephone
· Reasons for growth of the WWW
·  Microprocessor boom made it possible for more to own a comp
· Boom in networking hardware made it easier for people to connect
· Easy to use prgroams like Netscape and Internet Explorer
· Speed, convenience, low cost of email crazy for business comm.
· Web pages easy to create and extremely flexible
· Internets impact on info
· Easy to compile
· Increased richness
· Increased reach
· Improved content






Accessing internet information
· Problems hit Atomic Energy of Canada
· Info not timely communicated
· Business objective not clearly communicated
· Email was primary source of communication
· Four common tools for accessing internet information
· Intranet
· Extranet
· Portal
· Kiosk
· Intranet
· Is an internalized portion of the internet, protected from outside access, that allows an organization to provide access to information and application software to only its employees.
· Can ost all kinds of company-related info such as benefits, scheds, strategic directions, emp directories.
· At many companies, each department has its own web page on the intranet for departmental info sharing.
· Not necessarily open to external internet
· Creates significant ROI
· Extranet
· Is an intranet that is available to strategic allies (such as customers, suppliers, and partners)
· Having a common area where employees, partners, vendors, and customers access info can be major competitive advantage for an org.
· Portal
· Portal is a web site that offers a broad array of resources and services, such as e-mail, online discussion groups, search engines, and online shopping malls.
· 2 types
· General portals
· Yahoo, netscape, Microsoft, Canoe
· Specialized or niche portals
· Garden.com, fool.com, searchnetworking.com (garndeners, investors, network admins)
· Kiosks
· A publicly accessible computer system that has been set up to alow interative info browsing. 
· In here, the computer’s operating system has been hidden from view, and program runs in full screen mode, which provides a few simple tools for navigation
· Indigo’s in-store web kisoks allows customers to search and buy books, dvds, videos, gifts blah blah
Internet providers
· 3 common fiorms of service providers
· Internet service provider (ISP)
· Online Service Provider (OSP)
· Application Service provider (ASP)
·  Internet service provider (ISP)
· A company that provides individual and other companies access to the internet along with additional services. Bell, simpatico, shaw, telus, Rogers, Video tron Ltee, and Cogeco.
· Wireless ISP: (WSIP) an ISP that allows subscribers to connect to a server at designated hot spots or access points using a wireless connection. 
· Usually kilometer wide
· EX: t-mobile international
· Common ISP services:
· Web hosting: housing, serving, and maintaining files for one or more web sites is a widespread offering
· Hard-disk storage space: b/w 300 to 500 mb of web storage space. Some are 10gb
· Availabiluty : accessible to consumers 24/7
· Support: most ISPs offer 24/7 customer service
· Online Service Provider (OSP)
· Offers an extensive array of unique services such as its own version of a Web browser/
· Connecting to the internet through an OSP is an alternative to connect-ing thru a national ISP; such as bell symp, or regional/local ISP
· Application Service provider (ASP)
· A company that offers an org access over the internet to systems and related services that would otherwise have to be located in personal or org computers
· Outsourcing company’s logic
· Responsible for operation, maintainance, and uprgrades 
· Service level agreements (SLAs) define the specific responsibilities of the service provider and set trhe customer expectations. Items such as availablitoly, accessibility, performance, maintenance, backup/recovery, upgrades, equipement ownership, software ownership, security and confidentiality

E-Business basics
· E-commerce: buying and selling of goods and services over the internet. Only online transactions
· E-business – derived from e-commerce, buying/selling g/s and serving customers and collaborating with business partners
· Only diff b/w 2: e-business also offers to online exchanges of info

e-business models
· Ebusiness model: an approach to conducting electronic business on the internet. E-business transactions take place between 2 major entities
· Business and consumers

Business				Consumer
Business	B2B					B2C
Consumer	C2B					C2C

B2B relations more complex and have higher security needs. Dominant e-business force, representing 80% of all online business

· B2B
· Applies to businesses buying from and selling to each other over the internet
· Electronic market place: or e – market place: interactive business communities providing a central market where multiple buyers and seller can engage in e-business activities.
· Primary goal to increase market efficiency by tightening and automating the relationship between buyers and sellers.
· B2C
· Businesses selling p/s to customers over the internet. Cyberflowers.com
· E-shop: or e-store or e-tailer, is a version a retail store where customers can shop at any hour of the day without leaving their home or office.
· Amazon.ca
· Business types
· Brick and mortar business: operates in a physical store without an internet prescence.
· Pure-play (virtual) business: operates on the internet only without a physical store. Amazon and expedia 
· Click and motar business: business that operates in a physical store and on the internet. Henry birks and sons and future shop
· C2B
· Applies to sites primarily that sell p/s to a business via the net
· Priceline.com, bidders or customers set their prices for items such as airline tickets or hotel rooms
· Demand for C2B will increase over next few years b/c increasing demand for convenience and low prices
· C2b model complete reversal of B2C

· C2C
· Applies to sites primarily offering goods and service to assist consumers interacting with each other over the internet. 
· EBAY
· Types of online auctions
· Electronic Auction (e-auction) prices determine dynamically
· Forward Auction an auction that sellers use a selling channel to many buyers and the highest bid wins
· Reverse auction: auction that buyers use to purchase a product or service, selecting the seller with the lowest bid
· C2C online communites, or virtual communities, interact via email groups, Web-based discussion forums, or chat rooms.
· Mortage to job hunting
· C2C communities
· Communities of interest – interaction on specific topics: golfing and stamps
· Communities of relations – share life experiences, cancer, seniors, car enthusiast
· Community of fantasy – participation in imaginary environments, fantasy football teams and playing one on one with Mike Jordan
· Advatages of E-business
· Marketing
· Current cost to share a digital billboard are $40,000 a month, compared with $10,000 for one standard billboard.
· Marketing and sales E-business Innovations
· Online ads
· Pop-up ad
· Associate Programs (affiliate programs) basic ads on another site with premium
· Viral marketing technique that induces websites or users to pass on marketing messages
· Mass customization: customizing products. M&M’s with marry me on it
· Personalization: youtube posting videos on my page that I actually like
· Blog: chronological order psiotings 
· Real simple syndications : RSS like wikispace news feed thing
· Podcasting: itunes selling songs over the net
· Search engine optimization SEO: 
· Financial Services
· Businesses use EDI and Financial EDI or online payments
· Chalkboards used by Vanguard
· Online consumer payment types
· Financial Cybermediary
· Paypal
· Electronic cheque:
· From a chequins or savings account. Online banking
· EElectronic bill presentment and payment (EBPP) 
· System that sends bills over the internet and provides an easy-to-use mechanism (such as clicking on a button) to pay the bill.
· Digital wallet
· Software and info. Provides security for the transaction and blah blah delivery info
· Procurement
· MRO costs expected to reach 200 billion dollars by 2009
· MRO Maintenance, repair, and operations (MRO) materials (also called Indirect Materials) are materials necessary for running an organization but do not relate to the company’s primary business activities. Typical MRO goods include office supplies (pens and paper) equipement, furniture, computers, and replacement parts.
· Companies with more than 500 million in revenue spend an estimated 85$ to 175$ to process a single purchase order for MRO supplies
· E-procurement is the b2b purchase and sale of supplies and services over the internet. Its goal is to ling orgs directly to preapproved suppliers’ catalogues and to process the entire purchasing transaction online.
· Electronic catalogue presents customers with info about goods and services offered for sale, bid, or auction on the internet. Encourages impulse or add-on buying
· Customer services
· Primary issue facinf custumer sevice departments using e-business is consumer protection
· Issues for consumer protection
· Unsolicited goods and communication
· Illegal or harmful goods, services and content
· Insufficient info about goods or their suppliers
· Invasion of privacy
· cyberfraud
· Intermediaries
· Intermediaries are agents, software, or businesses that bring buyers and sellers together that provide a trading infrastructure to enhance e-business.
· Re-intermediation: refers to using the internet to reassemble buyers, sellers, and other partners in a traditional supply chain in new ways. Bid navigator.com
· Types of intermediaries
· Internet service provider Videotron telus bell simpatico
· Portals Yahoo.com, msn.com, Google.com
· Content providers use net to distribute copyrighted content. Wsj.com, cnn.com, espn.com,
· Online brokers: int between buyers and sellers fidelity,Charles scwab
· Market makers: place, rules, and infrastructure
· Online service providers: extensive online array of services xdrive.com, lawinfo.com
· Intelligent agents: follow and learn instructions, Sidestep.com, Web seeker
· App service providers: 
· Infomedianies provide info on behalf of producers of goods and services and their potential customers bizrate.com autobytel


Measuring E-business success
· Many websites with lots of traffic have minimal sales
· Best way to measure web site success is to measure such things as the revenue generated by web traffic, number of new customers acquired by web traffic
· Web site metrics
· Effectiveness web site metrics (p.54 – 2.24)
· Cookie – file on hard drive. Without knowledge or consent
· Click through – number of visits, amount of time
· Banner-ad: ads product/service of another business.
· Interactivity: measures the visitor interactions with the target ad. Such interaction measures include duration of time the visitor spends viewing the ad, the number of pages viewed, and even the number of repeat visits to the target ad. Giant step forward for advertising – newspaper, magazines, radio, tv-
· Clickstream data: can reveal a number of basic data points on how customers interect with websites. 
· Clickstream data metrics: P.55 – 2.25
· Pay per call works
· The user types a keyword into a search engine
· The search engine passes the keyword to Ingenio
· Ingenio determines the category and sends back the appropriate merchant’s unique, traceable 800 phone number
· The 800 number routes thru ingenio’s switches, and ingenio charges the merchant when a customer calls.
Leads can be paid between 2$ and 4$ for each lead

Definitions of web site metrics p.56 – 2.26

E-business benefits and challenges

· E-buisness benefits
· Highly accessible
· Increased consumer loyalty
· Imporved information content
· Increased convenience
· Increased global reach
· Decreased cost
· E-business challenges
· Protecting consumers
· Leveraging existing systems
· Increasing liability
· Providing security
· Adhering to taxation rules
· Benefits and challenges of various e-marketplace revenue models (PAGE 58 – 2.29)
· Transaction fees
· Adv: 
· License fees
· Subscription fees
· Fees for value added services
· Advertising fees

NEW TRENDS IN E-BUSINESS: E-GOVERNMENT AND M-COMMERCE
· E-government involves the use of strategies and technologies to transform government(s) by improving the delivery of services and enhancing the quality of interaction between the citizen consumer within all branches of government
· Extended e-buisness model
· CHECK page. 59
· E-govenrment models
· C2G – politicians and shit
· G2B – legal and business shit
· G2C – visas, passport renewal, driver’
· G2G - 
· M-commerce: mobile commerce: the ability to purchase goods and services through a wireless internet-enabled device. Nokia, ericsson, Motorola and Qualcomm

Chap 10 – System Development 

Developing software

· Software success, or failure, can lead directly to business success, or failure
· Business related consequences of software success and failure
· Increased/decreased revenue
· Repair or damages to brand reputation
· Prevent or incur liabilities – faulty plane design
· Increase or decrease productivity

Software development methodologies

Methods include
	Waterfall meth
	Rapid application development (RAD)
	Extreme programming
	Agile
	Participitory
· Waterfall methodology
· A sequential activity based process in which each phase in the systems development life cycle is performed sequentially from planning through implementation and maintenance. 
· One of the oldest
· 1 in 10 chance of success
· Doesn’t sufficiently consider the level of uncertainty in new projects and the creativity required to complete projects
· Issues with waterfall
· Business problem: provlems flow onward to next phase
· The plan: managing costs, resources, and time constraints is difficult in the waterfall sequence.
· The solution:  defining the appropriate IT infrascructure that is flexible, sealable, and reliable is a challenege
· Rapid application development (RAD)
· Faster pace business
· Aka rapid prototyping, emphasizes extensive user involvement in the rapid and evolutionary construction of working prototypes of a system to accelerate the systems development process. 
· Prototype: a smaller-scale representation or working model of the users ‘requirements or a proposed design for an information system.
· Fundamnetals of RAD: 
· focus initially on creating a prototype that looks and acts like system. 
· Actively involve system users in analysis design
· Accerlarate cpllecting business reqs through interactive construction approach
· Extreme programming (XP)
· Breaks a project into tiny phases, and developers cannot continue on to the next phase until the first phase in complete.
· Primary diff b/w waterfall and XP is that XP divides its phases into iterations with user feedback
· Water approach develops the entire system, whereas XP develops the system in INTERATIONS
· One reason for XP’s success is its stress on customer satisfaction
· XP empowers developers to respond to changing customer and business requirements, XP emphasizes teamwork.
· Simple and effective way to enable groupware style development
· Agile
· A form of XP, aims for customer satisfaction through early and continuous delivery of useful software components. 
· Similar to XP, but with less focus on team coding and more on limiting project scope
· Sets a min number of reqs
· Fast and efficient Small and nimble Low $
· 65% success rate
· Primary principles
· Slash the Budget – escalation of commitment 
· If it doesn’t work, Kill it
· Keep requirements to a minimum
· Scope creep: occurs when the scope of the project increases
· Feature creep: occurs when developers add extra features that were not part of the initial requirements. 
· Both must be monitored closely, could break a business
· Test and deliver frequently
· Assign Non-IT execs to software projects
· Participitory design (PD)
· Promotoes the active involvement of users in the info systems development process.
· The traditional designer/user relationship is reversed:
· Users are viewed as the experts
· Designers as technical consultants or coaches
· PD approach is based on several tenets
· Design process makes a difference for participants
· Political, must have impact on users, must be useful
· Implementation of the results from the design process are likely
· Political , must have impact on users, must be useful
· It is fun to participate
· Focuses on design process itself
· To encourage healthy cooperation between user and designer
1. Mutual learning oppurtunities for users/designers
2. Utilizing design tools that are familiar to users
3. Employing language that end-users know 
4. Understand how users currently conduct activities, use it to make improvements
5. Facilitate other design activities in a way that encourages users to envision future situations of working with the final system


Project management

· Project: a temporary endeavour undertaken to create a unique product or service. 
· According to the project management institute, Project management  is the application of knowledge, skills, tools, and techniques to project activities in order to meet or exceed stakeholder needs and expectations from a project,
· Project management software: specificially supports the long-term and day-to-day management and execution of the steps in a project 
· (such as buildings a new wharehouse or designing and implementing a new IT system)
· Horizon’s execs needed to gain visibility into all projects, subsets of projects, and existing an planned projects collectively. Business engine inc. was the answer. Ben accumulated ertaing
· Project management interdependent variables
· Time
· Cost
· Scope
· Studies show that the failure rate of IT projects is much higher in orgs that do not exercise disciplined project management.
· A successful project is typically on time, within budget, meets the business’s requirements, and fulfills the customer’s needs.
· Hacket group discovered
· 3 in 10 major IT projects fail
· 21% of the companies state that they cannot adjust rapidly to market changes
· 1 in 4 validate a business for IT projects after compilation
· Leaders in project management software include
· Microsoft
· Microsoft Project is core with 8million users and 80% market share
· Primavera
· Oracle
· SAP
· Project management fundamentals
· Project deliverables: are any measurable, tangible, verifiable outcome, result, or item that is produced to complete a project or part of a project. 
· Ex: design docs, testing scripts and reqs docs
· Project milestones: represent key dates when a certain group of acitivites must be performed. 
· Ex: planning phase might be a project milestone
· Project manager: an individual who is an expert in project planning and management, defines and develops the project plan, and tracks the plan to ensure all key project milestones are complete on time
· Three prime acitivies
· Choosing strategic projects
· Setting project scope
· Managing resources and maintaining the project plan
· Choosing strategic projects
· Companies classifies projects in one of 3 ways:
· Run the business
· Grow the business
· Transform the business
· CALPINE does 
· Run the business 60%
· Grow the business 20%
· Transform the business 20%
· To pursue a project it must pass a ROI 
· Project must minimally provide 2 times ROI, and transformation project must provide 5 times ROI
· WHAT  part focuses on issues like
· Justification for the project
· Definition of project
· Expected results of the project
· HOW part 
· Project approach
· Project schedule
· Analysis of project risks


· Techniques for choosing strategic projects
· Focus on Org goals  - alignation
· Categorize projects – problem, opportunity, and directive
· Perform a financial analysis – NPV, ROI, paybakc analysis
· Setting project scope
· Statement for this is important because it specifies clear project boundaries
· Typically includes the following
· Project product – a description of the characteristics the product or service has undertaken
· Project objectives – quantifiable criteria that must be met for the project to be considered a success.
· Project deliverables – any measurable, tangible verifiable outcome, result or item that is produced to compeklte a project or part of a project
· Project exclusions – products, services, or processes that are not specifically a part of the project 
·  
· Project objectives are one of the most important areas – major elements
· Project objectives must include metrics so that the project’s success can be measured. Metrics include
· Cost
· Schedule
· Quality
· SMART – Specific, measurable, agreed upon, realistic, time framed
· Managing resources and maintaining the project plan
· Project plan: a form, approved document that manghes and controls project execution. Most important part of the plan is communication.
· must include any project assumptions and be details enough to guide the execution of the project.
· 2 primary diagrams for project planning
· PERT chart: graphical network model that depicts project’s tasks and the relationships between those tasks. 
· Dependency a logical relationship that exists between the project tasks, or between a project task and a milestone.
· Critical path: is a path form the start to the finish that passes through all the tasks that are critical to completing the project in the shortest amount of time.
· GANTT chart
· Gantt chart: a simple bar chart that depicts project tasks against a calendar. Tasks are listed vertically and the project’s time frame is listed horizontally.  Works well for representing the project schedule.



Outsourcing

Insourcing (in house development): common approach using the professions expertise within an organization to develop and maintain the orgs information technology systems. 

Outsourcing: an arrangement by which one organization provides a service or services for another org that chooses not to perform them in-house.

Common departments outsourced by orgs
	Information technology : 58%
	HR:		                    40%
	Facilities Management      40%
Reasons companies outsource
· Tap outside sources of expertise
· Concentrate resources on core business
· Reduce headcount and related expertise
Influential drivers
· Core competencies – means to fuel revenue growth rather than cost cutting measures
· Financial savings – cheaper to hire workers in China and India than similar workers in Canada
· Rapid growth
· Industry changes
· The internet
· Globalization
· The outsourcing phenomenon 
· IT outsourcing market will reach 230 billion by 2009
· Outsourcing benefits
· Check page 313
· Outsourcing options
· IT outsourcing enables orgs to keep up with market and technology advances
· Outsourcing oppurtunities 
· P. 313 fig 10.17
· 3 different forms of outsourcing optiosn
· Onshore outsourcing: same country
· Nearshore: company in near by country, this country will share a boarder with the native country
· Offshore outsourcing: developing countries. Geographically far away


· Challenges of outsourcing
· Contract length: three particular problems
· Diff in getting out a contract once in even after finding company unsuitable
· Diff establishing approporate contract
· Probs in reforming an internal IT department after the contract period has finished
· Competitive edge
· Confidentiality
· Scope definition
· Systems development life cycle (SDLC) or software like cycle or application life cycle is the overall process for developing information systems from planning and analysis through implementation and maintance 

Phase 1: Planning

· Planning phase: involves establishing a high-level plan of the intended project and determining project goals. First and most critical phase
· 3 primary activities
1. Identify and select the system for development
· Employee generate proposals to build new info systems when they are having a difficult time performing their jobs.
· Critical success factor (CSE) a factors that is critical to an orgsnizations success. 
· Evaluation criteria for determining software development prohjects
· Value chain analysis – value
· Strategic alignment – align org goals with task goals
· Cost/benefit analysis – which projects offer ++ benefits
· Resource availability – amount a resources needed
· Project size, duration, and difficulty 
2. Assess project feasibility
· Feasibility study determines if the proposed solution is feasible and achievable from a financial, technical,  and organizationl standpoint.
· Will define several alternative solutions
· Types of feasibility studies
· Economic feasibility study (cost/benefit analysis)
· Legal and contractual feasibility study
· Operational feasibility study
· Schedule feasibility study
· Technical feasibility
3. Develop the project plan
· Hardest and most important acitivities
· Changes must be updated

Phase 2: Analysis

· Analysis phase: involves analyszing end-user business requirements and refining project goals into defined functions and operations of the intended system.
· Critical. Good start is essential
· 3 primary activities
1. Gather business requirements
· Business requirements:  detailed set of business requests that the system must meet to be successful
· Sample business requirement might states “system must track all sales by product, region and sales rep”
· Gathering BR is basically conducting an investigation in which users identify all the organization’s business needs and take measurements of these needs.
· Requirements definitions document contains the final set of business requirements, prioritized  in order of business importance.
· Sign off: is the system users actual signature. First major milestone
· Methods of gathering business Reqs
· Joint application development – collective meeting defining or review of business requirements for the system.
· Interview individuals for ops determinations
· Compile questionnaires
· Make observations for current view of ertaing
· Review business docs to discover reports, policies, and how info is used throughout the org.
2. Create process diagrams
· How an org performs its work and its processes.
· Process modeling: involves graphically representing the processes that capture, manipulate, store, and distrivute info between a system and its environment 
· Most common diagram
· Data flow diagram – illustrates the movenemnt of info b/w external entities and the processes and data store within the system
· Computer-aided software engineering CASE: tools are software suites that automate systems analysis, design, and development
3. Perform a buy versus build analysis
· An org faces 2 primary choices when deciding to develop an info system
· Can buy the info system from a vendor
· Can build the system itself
· Commercial off-the-shelf COTS software is a software package or solution that is purchased to support one or more business functions and info systems
· Buy vs build decision question
· Fit org needs if bought?
· Warrant something something
· Can the org customize or modify COTS
· Justification to purchase or develop based on cost of acquisition?
· 3 key factors in Buy vs Build
· Time to market
· Availabiluty of corporate resources
· Cost to buy is HIGH
· Coporate core competencies: more tech core compentcency, less willing to buy

Phase 3: Design
· Design phase: involves describing the desired features and operations of the system including screen layouts, business rules, process diagrams, pseudo code, and other documentation.
· 2 primary activities
· Design IT infrastructure
· During this phase, IT specialists recommend what types of clients and servers to buy including memory and storage requirements, along with software recommendations
· Design models
· Modelling: acitivyt of drawing a graphixal representation of a design
· Many types pf modeling activites performed during design pahse include
· Graphical user interface GUI: 
· Data models - DBMS
· Entity relationship diagram (ERD)

Phase 4: Devlopment
· Development phase: involves taking all of the details design docs from the design phase and transforming them into the actual system.
· 2 prime activities
· Develop IT infrastructure
· Blueprint
· Design of the software, hardware, and telecommunication equipement.
· Org purchases and iomplemtns the required equipment to suppot IT infrastructure 
· Develop databsed and programs
· Can begin to create the database and write the programs required for the system
· May take months to pay

Phase 5: testing

· Testing phase: involves bringing all the project pieces together into a special testing environment to test for errors, bugs, and interperability, in order to verify that the system meets all the business requirements defined in the analysis phase.
· Primary activities
1. Write the test conditions:
· Test conditions – are the detailed steps the system must perform along with the expected results of each step.
· Extrermely detailed
· Pass/fail system
2. Perform the system testing
· Types of tests perfomed during testing phase
· Application (or system) testing: functional and operational requirements satisfaction test
· Backup and recovery testing – restartation after failure test
· Documentation testing – guides helpful and accurate?
· Integration testing – fault exposure of software units
· Regression testing – affects other funct aspects of software
· Unit testing 
· User Accpetance Testing (UAT) – acceptable

Phase 6: Implementation
· Implementation phase: placing the system into production so users can begin t perform actual business operations with the system.
· Prime activities
1. Write detailed user documentation
· User documentation – highlights how to use the system. Comes with new system, extremely frustrating without documentation for employees.
2. Determine implementation method
· Prime implementation methods
· Parrallel implementation – using old and new until new settles
· Phased implementation – accounts receivable than payable
· Pilot implementation – first: small group of people on new system, Second: until it works properly, add more!
· Plunge Implementation: Discarding the old system completely and immediately using the new system.
3. Provide training for the system users
· Online training: runs over the net or off a CD-rom. Make ur own sched
· Workshop training: cclassrrom training

Phase 7: Maintenance
· Maintenance phase: involves performing changes, corrections, additions, and upgrades to ensure the system continues to meet the business goals. 
· Prime activities
1. Build a help desk to support the system users.
· Help desk: is a group of people who respond to internal system user questions.
2. Perform system maintenance.
· Maintenance: fixing or enhancing an Information system.
· Adaptive maintenance – increase business funct.
· Corrective maintenance – repaird system defects
· Perfective maintenance – enhancing process performance and usability
· Preventive maintenance – making changes to reduce the chance of future failure
3. Provide an environment to support system changes
· Change management system – includes a collection of procedures to document a change request and define the steps necessary to consider the change based on expected impact of the change.
· Ideally these changes requests are reviewed by a change control board (CCB) responsible for approving or rejecting all change requests. 
· Based on an impact analysis of the change. 


Software problems are business problems
· 28 % of projects are developed within budget and delivered on time and as promised. Reasons why….
· Unclear or missing business requirements
· Most common
· Cost of Finding Errors


· Skipping SDLC phases
· Failure to manage project scope
· Failure to manage Project plan
· Changing technology
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Management Information Systems: Chapter Eleven

11.1 Networks and Telecommunications

Telecommunications systems enable the transmission of data over public or private networks.

A network is a communications, data exchange, and resource-sharing system created by linking two or more computers and establishing standards, or protocols, so that they can work together.

Network Basics:
Networks are differentiated by the following:
· Architecture – peer-to-peer, client/server
· Topology – bus, star, ring, hybrid, wireless
· Protocols – Ethernet, Transmission Control Protocol/Internet Protocol (TCP/IP)
· Media – coaxial, twisted-pair, fibre-optic 

Network types:
Local area network (LAN) – a computer network that uses cables or radio signals to link two or more computers within a geographically limited area, generally one building or a group of buildings.

Wide area network (WAN) – a computer network that provides data communication services for business in geographically dispersed areas (such as across a country or around the world).

Metropolitan area network (MAN) – a computer network that provides connectivity in a geographic area or region larger than that covered by a LAN, but smaller than the area covered by a WAN.

Architecture:
A peer-to-peer network is any network without a central file server and in which all computers in the network have access to the public files located on all other workstations. Each networked computer can allow other computers to access its files and use connected printers while it is in use as a workstation without the aid of a server.

A client is a computer that is designed to request information from a server.

A server is a computer that is dedicated to providing information in response to external requests.

A client/server network is a model for applications in which the bulk of the back-end processing, such as performing a physical search of a database, takes place on a server, while the front-end processing, which involves communicating with the users, is handled by the clients.

A network operating system (NOS) is the operating system that runs a network, steering information between computers and managing security and users.

A fundamental part of client/server architecture is packet switching. Packet switching occurs when the sending computer divides a message into a number of efficiently sized units called packets, each of which contains the address of the destination computer. Each packet is sent on the network and intercepted by routers.

A router is an intelligent connecting device that examines each packet of data it receives and then decides which way to send it onward toward its destination.

Topology:
A network topology refers to the geometric arrangement of the actual physical organization of the computers (and other network devices) in a network.

Five network topologies:
· Bus: all devices are connected to a central cable, called the bus. Bus network are relatively inexpensive and easy to install for small networks.
· Star: all devices are connected to a central device, called a hub. Star networks are relatively easy to install and manage, but bottlenecks can occur because all data must pass through the hub.
· Ring: all devices are connected to one another in the shape of a closed loop, so that each device is connected directly to two other devices, one on either side of it. Ring topologies are relatively expensive and difficult to install, but they offer high band-width and can span large distances.
· Hybrid: groups of star-configured workstations are connected to a linear bus backbone cable, combining the characteristics of the bus and star topologies.
· Wireless: devices are connected by a receiver/transmitter to a special network interface card that transmits signals between a computer and a server, all within an acceptable transmission range.

Protocol:
A protocol is a standard that specifies the format of data as well as the rules to be followed during transmission. For one computer to talk to another computer they must both be talking to same language (this is called a protocol).

Interoperability is the capability of two or more computer systems to share data resources (most popular network protocols are Ethernet and TCP/IP).

Ethernet is a physical and data layer technology for LAN networking. It is the most widely installed LAN access method. It is currently used for 85% of the world’s LAN-connected PCs and workstations. It has survived as the major LAN technology because its protocol has the following characteristics:
· It is easy to understand, implement, manage, and maintain
· Allows low-cost network implementations
· Provides extensive flexibility for network installation
· Guarantees successful interconnection and operation of standards-compliant products, regardless of manufacturer.

Transmission Control Protocol/Internet Protocol (TCP/IP) provides the technical foundation for the public Internet as well as for large numbers of private networks.
· Key achievement: flexibility with respect to lower-level protocols
· Uses a special transmission method that maximizes data transfer and automatically adjusts to slower devices and other delays encountered on a network.
· TCP provides transport functions, ensuring that the amount of data received is the same as the amount transmitted.
· IP provides the addressing and routing mechanism that acts as a postmaster.

The four-layer reference model:
· Application layer: serves as the window for users and application processes to access network services.
· Transport layer: handles end-to-end packet transportation.
· Internet layer: formats the data into packets, adds a header containing the packet sequence and the address of the receiving device, and specifies the services required from the network.
· Network interface layer: places data packets on the network for transmission.

	TCP/IP Applications

	File Transfer Protocol (FTP)
	Allows files containing text, programs, graphics, numerical data, and so on to be downloaded off or uploaded onto a network.

	Simple Mail Transfer Protocol (SMTP)
	TCP/IP’s own messaging system for e-mail

	Telnet Protocol
	Provides terminal emulation that allows a personal computer or workstation to act as a terminal, or access device, for a server.

	Hypertext Transfer Protocol (HTTP)
	Allows Web browsers and servers to send and receive Web pages.

	Simple Network Management Protocol (SNMP)
	Allows the management of networked nodes to be managed from a single point.



	Open System Interconnection
(OSI) Model

	7. Application

	6. Presentation

	5. Session

	4. Transport

	3. Network

	2. Data link

	1. Physical 



Voice over IP (VoIP) uses TCP/IP technology to transmit voice calls over long-distance telephone lines. It transmits over 10% of all phone calls in the US and this number is growing exponentially.

Media:
Network transmission media refers to the various types of media used to carry the signal between computers. 

The physical path that is used to carry a signal between a signal transmitter and a signal receive is called the transmission media. The two types of transmission media are wire (guided) and wireless (unguided)

Wire Media:
Wire media are transmission material manufactured so that signals will be connected to a narrow path and will behave predictably. 

The three most commonly used types of guided media are:
· Twisted-pair wiring: refers to a type of cable composed of four (or more) copper wires twisted around each other within a plastic sheath. They are twisted to reduce outside electrical interference.
· Coaxial cable: a cable that can carry a wide range of frequencies with low signal loss.
· Fibre-optic cable: refers to the technology associated with the transmission of information as light impulses along a glass wire or fibre.

Wireless Media:
Wireless media are natural parts of the Earth’s environment that can be used as physical paths to carry electrical signals. The atmosphere and outer space are examples of wireless media that are commonly used to carry signals (i.e. microwave, infrared light waves, and radio waves). 

	E-Business Network Characteristics

	Provide for the transparent exchange of information with suppliers, trading partners, and customers.

	Reliably and securely exchange information internally and externally via the Internet or other networks.

	Allow end-to-end integration and provide message delivery across multiple systems, in particular, databases, clients, and servers.

	Respond to high demands with scalable processing power and networking capacity.

	Serve as the integrator and transaction framework for both digital businesses and traditional brick-and-mortar businesses that want to leverage the Internet for any type of business.



A virtual private network (VPN) is a way to use the public telecommunication infrastructure to provide secure access to an organization’s network.

A value added network (VAN) is a private network, provided by a third party, for exchanging information through a high capacity connection.

Conventional technologies present significant challenges:
· By handling only limited kinds of business information, these contribute little to a reporting structure intended to provide a comprehensive view of business operations.
· They offer little support for the real-time business process integration that will be essential in the digital marketplace.
· Relatively expensive and complex to implement, conventional technologies make it difficult to expand or change networks in response to market shifts.

11.2 Wireless Computing

Wireless fidelity
Wireless fidelity (wi-fi) is a means of linking computers using infrared or radio signals.
· It is a type of Ethernet, which makes the wireless network a straight-forward extension of the wired network.
· Wireless users can run the same network applications they use on an Ethernet LAN

The Value of Timely Information
Real-time information means immediate, up-to-date information.

Real-time systems provide real-time information in response to query requests.

Drivers of wireless technology growth:
· Universal access to information and applications
· The automation of business processes
· User convenience, timeliness, and ability to conduct business 24/7/365

	Wireless Devices Changing Business

	Wireless local area network (wLAN) – uses radio waves rather than wires to transmit information across a local area network.

	Cell phones and pagers – provide connectivity for portable and mobile applications, both personal and business.

	Cordless computer peripherals – connect wirelessly to a computer, such as a cordless mouse, keyboard, or printer.

	Satellite TV – allows viewers in almost any location to select from hundreds of channels.

	WiMax wireless broadband – enables wireless networks to extend as far as 48 km and transfer information, voice, and video at faster speeds than cable. 

	Security sensor – alerts customers to break-ins and errant pop flies. Its dual sensors record vibration and acoustic disturbances to help avoid false alarms. 



	Wireless Technologies Influencing Business Mobility

	Bluetooth – creating a niche market for traditionally cabled devices.

	Radio frequency identification tags (RFID) – possessing the potential to reinvent the supply chain.

	Satellite – changing the way television and radio stations operate.



Bluetooth is an omnidirectional wireless technology that provides limited-range voice and data transmission over the unlicensed 2.4 GHz frequency band, allowing connections with a wide variety of fixed and portable devices that normally would have to be cabled together.

RFID technologies use active or passive tags in the form of chips or smart labels that can store unique identifiers and relay this information to electronic readers.

RFID tags contain a microchip and an antenna, an typically work by transmitting a serial number via radio waves to an electronic reader, which confirms the identity of a person or object bearing the tag.

Microwave transmitters are commonly used to transmit network signals over great distances. It uses the atmosphere (or outer space) as the transmission medium to send the signal to a microwave receiver. The receiver then either relays the signal to another microwave transmitter or translates the signal to some other form, such as digital impulses.

A global positioning system (GPS) is a device that determines current latitude, longitude, speed and direction of movement. 

A geographic information system (GIS) is designed to work with information that can be shown on a map.
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Management Information Systems: Chapter Twelve

12.1 Hardware and Software Basics

Introduction:
Information technology (IT) is any computer-based tool that people use to work with information and support the information and information-processing needs of an organization.

Hardware consists of the physical devices associated with a computer system.

Software is the set of instructions that the hardware executes to carry out specific tasks.

Hardware Basics:
A computer is an electronic device operating under the control of instructions stored in its own memory that can accept, manipulate, and store data.

	Six Hardware Components

	Central processing unit (CPU)
	The actual hardware that interprets and executes the program (software) instructions and coordinates how all the other hardware devices work together.

	Primary storage
	The computer’s main memory, which consists of the random access memory (RAM), cache memory, and the read-only memory (ROM) that is directly accessible to the central processing unit (CPU). 

	Secondary storage
	Equipment designed to store large volumes of data for long-term storage (i.e., diskette, hard drive, memory card, CD).

	Input devices
	Equipment used to capture information and commands (i.e., key board, scanner).

	Output devices
	Equipment used to see, hear, or otherwise accept the results of information processing requests (i.e., monitor, printer).

	Communication devices
	Equipment used to send information and receive it from one location to another (i.e., modem).



More Details on CPUs:
· A CPU contains two primary parts:
· Control unit interprets software instructions and literally tells the other hardware devices what to do, based on the software instructions.
· The arithmetic-logic unit (ALU) performs all arithmetic operations (i.e., addition and subtraction) and all logic operations (such as sorting and comparing numbers)
· The control unit obtains instructions from the software; it then interprets the instructions, decides which tasks other devices perform, and finally tells each device to perform the task.
· The ALU responds to the control unit and does whatever it dictates, performing either arithmetic or logic operations.

Advances in CPU Design:
· Most CPUs are complex instruction set computer (CISC) chips, which is a type of CPU that can recognize as many as 100 or more instructions, enough to carry out most computations directly.
· Reduced instruction set computer (RISC) chips limit the number of instructions the CPU can execute to increase processing speed.
· Virtualization is a protected memory space created by the CPU allowing the computer to create virtual machines. 
· Each virtual machine can run its own programs isolated from other machines.

	CPU Speed Factors

	Clock speed – the speed of the internal clock of a CPU that sets the pace at which operations proceed within the computer’s internal processing circuitry. Clock speed is measured in megahertz and gigahertz.

	Word length – number of bits (0s and 1s) that can be processed by the CPU at any one time. Computers work in terms of bits and bytes using electrical pulses that have two states: on and off. A binary digit (bit) is the smallest unit of information that a computer can process. A bit can either be a 1(on) or a 0 (off). A group of eight bits represents one natural language character and is called a byte. 

	Bus width – the size of the internal electrical pathway along which signals are sent from one part of the computer to another. A wider bus can move more data, hence faster processing.

	Chip line width – the distance between transistors on a chip. The shorter the chip line width, the faster the chip since more transistors can be placed on a chip and the data and instructions travel short distances during processing.



	Chip Advancements

	AMD: Security, virtualization, and advanced power-management technology.

	IBM: Cryptography for additional security and floating point capability for faster graphics processing.

	Intel: Cryptography for additional security, hardware-assisted virtualization, and Active Management Technology for asset tracking, patching, and software updates.

	Sun Microsystems: Cryptography for additional security, increased speed for data transmission and receipt, and the ability to run 32 computations simultaneously. 



Primary Storage:
Primary storage is the computer’s main memory, which consists of the RAM, cache memory, and the ROM that is directly accessible to the CPU.

Random access memory (RAM): the computer’s primary working memory, in which program instructions and data are stored so that they can be accessed directly by the CPU via the processor’s high-speed external data bus.

Volatility refers to RAM’s complete loss of stored information if power is interrupted. RAM is volatile when its contents are lost when the computer’s electric supply fails.

Cache memory: a small unit of ultra-fast memory that is used to store recently accessed of frequently accessed data so that the CPU does not have to retrieve this data from slower memory circuits such as RAM. Cache memory that is built directly into the CPU’s circuits is called primary cache. Cache memory contained on an external circuit is called secondary cache.

Read-only Memory (ROM): the portion of a computer’s primary storage that does not lose its contents when ones switches off the power. ROM contains essential system programs that neither the user nor the computer can erase.

Flash memory: a special type of ROM that is compact and portable. Memory cards contain high-capacity storage that holds data such as captured images, music, or text files.

Secondary Storage:
Secondary storage consists of equipment designed to store large volumes of data for long-term storage. They are non-volatile and do not lose their contents when the computer is turned off.

A megabyte is roughly 1 million bytes.

A gigabyte is roughly 1 billion bytes.

A terabyte is roughly 1 trillion bytes.

Common storage devices include:
· Magnetic medium is a secondary storage medium that uses magnetic techniques to store and retrieve data on disks or tapes coated with magnetically sensitive materials.
· Magnetic tape is an older secondary storage medium that uses a strip of thin plastic coated with a magnetically sensitive recording medium.
· A hard drive is a secondary storage medium that uses several rigid disks coated with a magnetically sensitive material and housed together with the recording heads in a hermetically sealed mechanism. This is the most popular type of magnetic medium.
· Optical medium is a secondary storage medium for computers on which information is stored at extremely high density in the form of tiny pits.
· Compact disk-read-only memory CD (CD-ROM) drive – an optical drive designed to read the data encoded on CD-ROMs and to transfer this data to a computer.
· Compact disk-read-write (CD-RW) drive – an optical drive that enables users to erase existing data and to write new data repeatedly to a CD-RW.
· Digital video disk (DVD) – a CD-ROM format capable of storing up to a maximum of 17 GB of data; enough for a full length feature movie.
· DVD-ROM drive – a read-only drive designed to read the data encoded on a DVD and transfer the data to a computer.
· Digital video disk-read/write (DVD-RW) – a standard for DVD discs and player/recorder mechanisms that enables users to record in the DVD format.

Input Devices:
An input device is equipment used to capture information and commands. A keyboard is used to type in information, and a mouse is used to point and click on buttons and icons.

	Manual Input Devices

	Joystick – widely used as an alternative to the keyboard for computer games and some professional applications, such as computer-aided design.

	Keyboard – provides a set of alphabetic, numeric, punctuation, symbol, and control keys.

	Microphone – captures sound such as a voice or voice-recognition software.

	Mouse – one or more control buttons housed in a palm-sized case and designed so that one can move it about on the table next to the keyboard.

	Pointing stick – causes the pointer to move on the screen by applying directional pressure.

	Touch screen – allows the use of a finger to point at and touch a particular function to perform.

	Touchpad – a form of a stationary mouse on which the movement of a finger causes the pointer on the screen to move.



	Automated Input Devices

	Bar code scanner – captures information that exists in the form of vertical bars whose width and distance apart determine a number.

	Digital camera – captures still images or video as a series of 1s and 0s.

	Magnetic ink character reader – reads magnetic ink numbers printed on cheques that indentify the bank, chequing account, and cheque number.

	Optical character recognition – converts text into digital format for computer input.

	Optical mark recognition (OMR) – detects the presence or absence of a mark in a predetermined place (popular for multiple-choice exams).

	Point-of-sale (POS) – captures information at the point of a transaction, typically in a retail environment.

	Radio frequency identification (RFID) – uses active or passive tags in the form of chips or smart labels that can store unique identifiers and relay this information to electronic readers.



Communication Devices:
A communication device is equipment used to send information and receive it from one location to another.

	Output Devices

	Cathode-ray tube (CRT) – a vacuum tube that uses an electron gun (cathode) to emit a beam of electrons that illuminates phosphors on a screen as the beam sweeps across the screen repeatedly. A monitor is often called a CRT.

	Liquid-crystal display (LCDs) – a low-powered display technology used in laptop computers where rod-shaped crystal molecules change their orientation when an electrical current flows through them.

	Laser printer – a printer that forms images using an electrostatic process, the same way a photocopier works.

	Ink-jet printer – a printer that makes images by forcing ink droplets though nozzles.

	Plotter – a printer than uses computer-directed pens for creating high-quality images, blueprints, schematics, etc.



	Comparing Modems

	Carrier Technology
	Description
	Comments

	
Dial-up Access

	
On demand access using a modem and regular telephone line (POT).
	· Cheap but slow

	
Cable
	
Special cable modem and cable line required.
	· Must have existing cable access in area
· Bandwidth is shared

	
Digital Subscriber Line (DSL)
	
This technology uses the unused digital portion of a regular copper telephone line to transmit and receive information. A special modem and adapter card are required.
	· Doesn’t interfere with normal telephone use
· Bandwidth is dedicated
· Must be within 5 km of telephone company switch

	
Wireless (LMCS)
	
Access is gained by connection to a high-speed cellular like local multi-point communications system (LMCS) network via wireless transmitter/receiver.
	· Can be used for high speed data, broadcast TV and wireless telephone service

	
Satellite
	
Newer versions have two-way satellite access, removing need for phone line.
	· Bandwidth is not shared
· Some connections require an existing Internet service account
· Setup fees can range from $500-$1000. 



Computer Categories:
For the past 20 years, federally funded supercomputing research has given birth to some of the computer industry’s most significant technology breakthroughs including:
· Clustering, which allows companies to chain together thousands of PCs to build mass-market systems.
· Parallel processing, which provides the ability to run two or more tasks simultaneously and is viewed as the chip industry’s future.
· Mosaic browser, which morphed into Netscape and made the Web a household name.

Software Basics:
System software controls how the various technology tools work together along with the application software. It includes both operating system software and utility software.
· Operating system software controls the application software and manages how the hardware devices work together (examples on pg 379).
· Multitasking allows more than one piece of software to be used at a time.
· Utility software provides additional functionality to the operating system. It includes anti-virus software, screen savers, and anti-spam software (examples on pg 379).
· Application software is used for specific information processing needs, including payroll, customer relationship management, project management, training, and many others (examples on pg 380).


12.2 Managing Enterprise Architectures

Enterprise Architectures
Enterprise architectures include the plans for how an organization will build, deploy, use, and share its data, processes, and IT assets.

An enterprise architecture (EA) is a person grounded in technology, fluent in business, a patient diplomat, and provides the important bridge between IT and the business.

Companies that have created solid enterprise architectures, such as T-Mobile, are reaping huge rewards in savings, flexibility, and business alignment. Basic enterprise architectures contain three components:
1. Information architecture identifies where and how important information, like customer records, is maintained and secured.
2. Infrastructure architecture includes the hardware, software, and telecommunications equipment that, when combined, provide the underlying foundation to support the organization’s goals.
3. Application architecture determines how applications integrate and relate to each other.

Information Architecture:
Three primary areas an enterprise information architecture should focus on are:
1. Backup and recovery
2. Disaster recovery
3. Information security 

Backup and Recovery
A backup is an exact copy of a system’s information. Recovery is the ability to get a system up and running in the event of a system crash or failure and includes restoring the information backup.

Fault tolerance is a computer system designed that in the event a component fails, a backup component or procedure can immediately take its place with no loss of service.

Failover is a backup operational mode in which the functions of a computer component are assumed by secondary system components when the primary component becomes unavailable through either failure or scheduled downtime.

Disaster Recovery
...The report detailed many procedures or best practices including:
· Mind the enterprise architectures
· Monitor the quality of computer networks that provide data on power suppliers and demand
· Make sure the networks can be restored quickly in the case of downtime
· Set up disaster recovery plans
· Provide adequate staff training, including verbal communication protocols

A hot site is a separate and fully equipped facility where the company can move immediately after a disaster and resume business.

A cold site is a separate facility that does not have any computer equipment, but is a place where employees can move after a disaster. 

A disaster recovery cost curve charts (1) the cost to the organization of the unavailability of information and technology, and (2) the cost to the organization of recovering from a disaster over time
Infrastructure Architecture:
The following are the five primary characteristics of a solid infrastructure architecture:
1. Flexibility: systems must be flexible enough to meet all types of business changes.
2. Scalability: refers to how well a system can adapt to increased demands.
· Capacity planning determines the future IT infrastructure requirements for new equipment and additional network capacity.
3. Reliability: ensures all systems are functioning correctly and providing accurate information.
4. Availability: addresses when systems can be accessed by users (an efficiency IT metric).
· High availability refers to a system or component that is continuously operational for a desirably long length of time.
5. Performance: measures how quickly a system performs a certain process or transaction (in terms of efficiency IT metrics of both speed and throughput).

Application Architecture:
Web services contain a repertoire of Web-based data and procedural resources that use shared protocols and standards permitting different applications to share data and services.

Interoperability is the capability of two or more computer systems to share data and resources,    even though they are made by different manufacturers.

An open system is a broad, general term that describes non-proprietary IT hardware and software made available by the standards and procedures by which their products work, making it easier to integrate them.

Open system integration is designed to:
· Allow systems to seamlessly share information. The sharing of information reduces the total number of devices, resulting in an overall decrease in cost.
· Capitalize on enterprise architectures. This avoids installing several independent systems, which creates duplication of devices.
· Eliminate proprietary systems and promote competitive pricing. Often, a sole-source vendor can demand its price and may even provide the customer with less than satisfactory service. Utilization of open systems allows users to purchase systems competitively.  
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