
Processes, Systems, and Information (Kroenke/McKinney)

Chapter 1   Introduction to MIS

1) Moore's Law states that the number of transistors per square inch on an integrated chip doubles every 18 months.

Answer:  TRUE
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2) Moore's Law states that the speed of a computer doubles every 18 months.

Answer:  FALSE
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3) As a result of Moore's Law, the ratio of price to performance of computers has increased dramatically over the years.

Answer:  FALSE
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4) The phenomenal growth of YouTube, Facebook, and Twitter are examples of how Moore's Law can impact the business environment.

Answer:  TRUE
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5) Because of Moore's Law, any routine skill can and will be outsourced to the lowest bidder.

Answer:  TRUE
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6) Systems thinking is the ability to model the components of a system and to connect the inputs and outputs among those components into a sensible whole, one that explains the phenomenon observed.

Answer:  TRUE
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7) An example of abstract reasoning skills is the ability to construct a model.

Answer:  TRUE
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8) Critical feedback undermines collaboration.

Answer:  FALSE

Page Ref: 9

Difficulty:  Easy

Chapter LO:  1

9) Effective collaboration is all about being cordial to your team members. 

Answer:  FALSE
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10) Experimentation increases the fear of failure.

Answer:  FALSE
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11) MIS is defined as the management and use of processes, information systems, and information to help organizations achieve their strategies.

Answer:  TRUE
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12) An information system is a collection of components, including a computer, that stores and retrieves data and produces information.

Answer:  TRUE
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13) Business processes are synonymous with information systems.

Answer:  FALSE
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14) A process may use multiple information systems and an information system may touch many different processes.

Answer:  TRUE
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15) Even if one is not technically qualified, one is still required to take an active role in specifying process, system, and information requirements and in helping manage development projects to create or adapt them.

Answer:  TRUE
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16) MIS exists to help people who work in a business to achieve the strategies of that business.

Answer:  TRUE
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17) Processes, systems, and information need to be created by a company to avoid falling behind the technology curve.

Answer:  FALSE
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18) The competitive strategy of an organization determines its value chain, which, in turn, determines its business processes.

Answer:  TRUE
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19) The assessment of each of Porter's five forces determines the characteristics of an industry, how profitable it is, and how sustainable that profitability will be. 

Answer:  TRUE

Page Ref: 12

Difficulty:  Easy

Chapter LO:  4

20) Each of the three competitive forces in Porter's five forces model concerns the danger of customers taking their business elsewhere.

Answer:  TRUE
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21) The threat of a substitute is stronger if the substitute's price is higher and if the perceived benefits of the substitute are similar.

Answer:  FALSE
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22) An organization becomes a cost leader by providing products at the highest prices in the industry.

Answer:  FALSE
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23) An organization responds to the structure of its industry by choosing a competitive strategy.

Answer:  TRUE

Page Ref: 14

Difficulty:  Easy

Chapter LO:  5

24) An organization becomes a cost leader by focusing on adding value to its products to differentiate them from those of the competition.

Answer:  FALSE
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25) The cost or differentiation strategy must be employed across an entire industry and cannot be tailored to specific industry segments.

Answer:  FALSE
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26) An apparel company that focuses on high-end customers is following an industry-wide differentiation strategy. 

Answer:  FALSE
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27) A focused differentiation strategy involves offering a better product or service across the industry.

Answer:  FALSE
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28) If a firm's competitive strategy is to be a cost leader, then business activities need to be developed to provide essential functions at the lowest possible cost.

Answer:  TRUE
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29) Porter's five forces model is also referred to as the value chain model.

Answer:  FALSE
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30) A business that selects a differentiation strategy would necessarily structure itself around least-cost activities.

Answer:  FALSE
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31) A business with a differentiation strategy will add cost to an activity as long as the activity has a positive margin.

Answer:  TRUE
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32) The difference between the value that an activity generates and the cost of the activity is called value-addition.

Answer:  FALSE
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33) Porter defines value as the amount of money that a customer is willing to pay for a resource, product, or service.

Answer:  TRUE
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34) In the value chain, the primary activity of sales and marketing is the collection, storage, and physical distribution of products to buyers.

Answer:  FALSE
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35) In the value chain, the primary activity of customer service is to assist customers in their use of the product and thus maintain and enhance the product's value.

Answer:  TRUE
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36) Inbound logistics involves receiving, storing, and disseminating inputs to the product. 

Answer:  TRUE
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37) Each stage of the value chain accumulates costs and adds value to the product.

Answer:  TRUE
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38) The support activities in the generic value chain contribute directly to the production, sale, and service of the product.

Answer:  FALSE
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39) Support activities in a value chain include the processes of finding vendors, setting up contractual arrangements, and negotiating prices.

Answer:  TRUE
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40) In the value chain, Porter defined "firm infrastructure" to include activities within the firm for developing new techniques, methods, and procedures.

Answer:  FALSE
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41) Supporting functions of the value chain add value indirectly and hence do not incur costs.

Answer:  FALSE
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42) It is difficult to calculate the margin of supporting activities because the specific value added by supporting activities is difficult to know.

Answer:  TRUE
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43) Manufacturing systems use linkages to reduce inventory costs.

Answer:  TRUE
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44) Value chains do not exist in service-oriented companies.

Answer:  FALSE
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45) Most of the value in a service company is generated by inbound and outbound logistics.

Answer:  FALSE
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46) If a value chain's margin is negative, either the value must be increased, or the costs of the value chain need to be reduced.

Answer:  TRUE
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47) Which of the following statements best describes Moore's Law?

A) A computer processor becomes obsolete within 18 months.

B) The speed of a computer processor doubles every 18 months.

C) The number of transistors per square inch on an integrated chip doubles every 18 months.

D) The total number of transistors produced in the world doubles every 18 months.

Answer:  C
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48) How is Moore's Law commonly misinterpreted?

A) A computer processor becomes obsolete within 18 months.

B) The total number of transistors produced in the world doubles every 18 months.

C) The number of transistors per square inch on an integrated chip doubles every 18 months.

D) The speed of a computer processor doubles every 18 months.

Answer:  D
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49) Which of the following results is attributed to Moore's Law?

A) The price of software has come down drastically.

B) The ratio of price to performance of computers has fallen drastically.

C) The risk of technology becoming obsolete has decreased.

D) Piracy of software has increased.

Answer:  B
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50) Because of Moore's Law, the cost of data communications and data storage ________.

A) has increased exponentially

B) has remained unchanged

C) is witnessing an upward trend

D) is essentially zero

Answer:  D
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51) Which of the following is a nonroutine cognitive skill that would provide one with job security?

A) abstract reasoning

B) tax accounting

C) communication skills

D) computer knowledge

Answer:  A
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52) ________ is the ability to make and manipulate models.

A) Abstract reasoning

B) Systems thinking

C) Collaboration

D) Experimentation

Answer:  A
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53) Miguel proposes a new design idea for an automobile to his boss. He illustrates the model through a presentation and describes how the firm could profit from it and how it meets customers' needs. Which of Reich's four critical skills is Miguel exhibiting?

A) abstraction

B) systems thinking

C) collaboration

D) process orientation

Answer:  A
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54) ________ is the ability to model the components of a system and to connect the inputs and outputs among those components into a sensible whole, one that explains the phenomenon observed.

A) Abstract reasoning

B) Collaboration

C) Systems thinking

D) Experimentation

Answer:  C
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55) Which of the following is necessary condition for effective collaboration?

A) the ability to be cordial at all times

B) the ability to manipulate models

C) the ability to give and receive critical feedback

D) the ability to overcome the fear of failure

Answer:  C
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56) Ellen is the marketing manager of Qtopia Inc. She often develops ideas and plans with the help of her colleagues and provides and receives critical feedback. According to Reich, Ellen is displaying ________ skills.

A) collaboration

B) systems thinking

C) abstraction

D) experimentation

Answer:  A
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57) ________ is defined as making a careful and reasoned analysis of an opportunity, envisioning potential products or solutions or applications of technology, and then developing those ideas that seem to have the most promise, consistent with the resources one has.

A) Collaboration

B) Systems thinking

C) Abstraction

D) Experimentation

Answer:  D
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58) As a candidate at a job interview for a video and graphic designer, Steve is asked to create a design using Corel VideoStudio X3, a relatively new software which Steve is not familiar with. Which of the following skills is the interviewer trying to test?

A) systems thinking

B) abstract reasoning

C) collaboration

D) ability to experiment

Answer:  D
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59) Which of the following is a key element in the definition of MIS?

A) efficiency

B) abstract reasoning

C) organizational strategy

D) ability to experiment

Answer:  C
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60) Which of the following statements regarding an information system is true?

A) It does not produce data, but merely retrieves it.

B) It is synonymous with business processes.

C) It stores data and produces information.

D) It is tied to a single business process.

Answer:  C
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61) Which of the following appropriately justifies a company's decision to develop an information system?

A) to project a modern and progressive image

B) to achieve organizational strategy

C) for the sake of exploring technology and being innovative

D) to avoid falling behind the technology curve

Answer:  B
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62) Which of the following is the first stage in the sequence of how organizational strategy determines MIS?

A) business process

B) competitive strategy

C) industry structure

D) value chain

Answer:  C
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63) In the process of determining a firm's management information systems, after developing a competitive strategy, a firm determines ________.

A) the industry structure

B) its value chain

C) its information requirements

D) its business processes

Answer:  B
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64) The intensity of Porter's five forces determines ________.

A) the exact number of customers a company will have

B) the exit strategy of a firm

C) how sustainable an industry's profitability will be

D) how to achieve a monopoly in the market

Answer:  C
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65) For a fast food chain, McDonalds, Burger King, and Wendy's would be categorized under which of the following forces in Porter's model?

A) competition from existing rivals

B) bargaining power of customers

C) bargaining power of suppliers

D) competition from new competitors

Answer:  A

Page Ref: 12

Difficulty:  Moderate

AACSB:  Analytic skills

Chapter LO:  4

66) Qtopia Inc. wants to increase customer loyalty toward its currently one-of-a-kind software, ET Fonome. It does so by offering additional services like automatic updates and free upgrades. Which of the following forces in Porter's model is Qtopia Inc. addressing in this situation?

A) competition from vendors of substitutes

B) competition from new competitors

C) bargaining power of suppliers

D) bargaining power of customers

Answer:  B
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67) Which of the following has the highest threat of substitution?

A) Apple iPod

B) a Chanel No. 5 perfume

C) a Rolls-Royce Phantom

D) Tide detergent powder

Answer:  D
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68) Apple Mac computers and Mercedes-Benz automobiles are examples of the successful use of which of Porter's four competitive strategies?

A) industry-wide cost leadership

B) industry-wide differentiation

C) focused cost leadership

D) focused differentiation 

Answer:  B
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69) The success of SouthWest airlines is an example of which of Porter's four competitive strategies?

A) industry-wide cost leadership

B) industry-wide differentiation

C) focused cost leadership 

D) focused differentiation 

Answer:  A
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70) A car rental company operates in two cities and offers low-rental cars specifically to college students from these areas. This is an example of a(n) ________.

A) industry-wide differentiation strategy

B) focused differentiation strategy

C) focused cost leadership strategy

D) industry-wide cost leadership strategy

Answer:  C
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71) Staples sells office supplies and machines, furniture, and technology and business services both in stores and online. It sells every kind of stationery that one can imagine. It has over 2,000 stores worldwide in 26 countries. This is an example of a(n) ________.

A) industry-wide differentiation strategy

B) focused differentiation strategy

C) focused cost leadership strategy

D) industry-wide cost leadership strategy

Answer:  A
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72) Porter defined ________ as the amount of money that a customer is willing to pay for a resource, product, or service.

A) price

B) value

C) premium

D) cost

Answer:  B
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73) The difference between the value that an activity generates and the cost of the activity is called the ________.

A) margin

B) revenue

C) break-even point

D) value-addition 

Answer:  A
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74) A ________ is defined as a network of value-creating activities.

A) value network

B) value pyramid

C) value chain 

D) value system

Answer:  C
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75) Which activity of the value chain includes ordering and receiving raw materials for manufacturing?

A) inbound logistics

B) operations/manufacturing

C) outbound logistics

D) marketing

Answer:  A
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76) Which activity of the value chain includes inducing a customer to purchase a product?

A) inbound logistics

B) operations/manufacturing

C) outbound logistics

D) sales and marketing

Answer:  D
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77) Ben is in charge of the delivery process at the local Sony dealer. After going through the week's delivery schedule, he calls his team and assigns territories for each individual. He contacts the supervisor to arrange the necessary transport. Which activity of the value chain is Ben executing? 

A) marketing

B) inbound logistics

C) outbound logistics

D) operations

Answer:  C
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78) The difference between the total value added and the total costs incurred is called the ________ of the value chain. 

A) revenue

B) break-even point

C) total margin 

D) total premium 

Answer:  C
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79) The ________ activities in the generic value chain contribute indirectly to the production, sale, and service of a product.

A) primary

B) direct

C) support 

D) principal

Answer:  C
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80) Which of the following is a support activity in the value chain?

A) receiving inputs for production

B) distributing products to buyers

C) helping customers use a product

D) setting up contractual arrangements for production 

Answer:  D
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81) Porter defined ________ broadly to include research and development and other activities within the firm for developing new techniques, methods, and procedures.

A) technology

B) human resources

C) firm infrastructure

D) MIS

Answer:  A
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82) Porter defined ________ to include recruiting, compensation, evaluation, and training of full- and part-time employees.

A) human resources

B) firm infrastructure

C) operations

D) employee welfare

Answer:  A
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83) According to Porter, ________ includes general management, finance, accounting, legal, and government affairs.

A) technology

B) human resources

C) firm infrastructure

D) MIS

Answer:  C
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84) According to Porter's model of business activities, ________ are interactions across value activities.

A) value-additions

B) linkages

C) support activities 

D) primary activities

Answer:  B
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85) Which of the following is true of value chain analysis in a service organization?

A) Outbound logistics include receiving, storing, and disseminating inputs to the product.

B) Inbound logistics include collecting, storing, and physically distributing the product to buyers.

C) Value chain analysis has no direct application to service businesses.

D) Most of the value in a service company is generated by the operations, marketing and sales, and service activities.

Answer:  D
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86) What changes must a company make if its value chain's margin is negative?

A) The value must be decreased.

B) The costs of the value chain need to be increased.

C) The number of stages in the generic chain must be increased.

D) The costs of the value chain need to be reduced.

Answer:  D
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87) State Moore's Law and describe its effects on the business environment.

Answer:  Moore's Law states that the number of transistors per square inch on an integrated chip doubles every eighteen months. The more common version of this is expressed as "The speed of a computer chip doubles every eighteen months" which is incorrect. Due to the impact of Moore's Law, the price/performance ratio of computers has fallen dramatically over the past decade, and computers have shrunk dramatically in both size and cost while computing power has increased drastically. Moore's Law is the principal reason why data storage and data transmission are essentially free today. New businesses like YouTube, Facebook, and Twitter have taken advantage of the opportunities offered by this development.
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88) What is abstract reasoning and systems thinking? Give an example for each.

Answer:  Abstract reasoning is the ability to make and manipulate models. Constructing a model of the five components of an information system is an example of abstract reasoning.

Systems thinking is the ability to model the components of the system and to connect the inputs and outputs among those components into a sensible whole, one that explains the phenomenon observed. Modeling system components and showing how components' inputs and outputs relate to one another is an example of systems thinking.
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89) Explain the meaning of collaboration and experimentation with the help of examples.

Answer:  Effective collaboration isn't about being nice. In fact, surveys indicate the single most important skill for effective collaboration is to give and receive critical feedback. Example: Developing ideas and plans with others and providing and receiving critical feedback.

Experimentation refers to making a careful and reasoned analysis of an opportunity, envisioning potential products or solutions or applications of technology, and then developing those ideas that seem to have the most promise, consistent with the resources one has. Example: Creating and testing promising new alternatives, consistent with available resources.
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90) Define management information systems. 

Answer:  Management information systems, or MIS, is the management and use of processes, information systems, and information to help organizations achieve their strategies.
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91) What are processes, information systems, and information?

Answer:  A process, or as it is sometimes called, a business process, is a way of doing something. A company has a process for enrolling new members at the studio. The process involves gathering data about the new members, collecting dues, entering the members' data into a computer database, and so forth. Because organizations accomplish work via processes, focusing on them is key to improving organizational effectiveness and efficiency. An information system is a collection of components, including a computer, that stores and retrieves data and produces information. Business processes and information systems are not the same things. A process may use multiple information systems, and an information system may touch many different processes. Information is some form of knowledge that helps employees to do their jobs.
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92) How does MIS help organizations achieve their strategies?

Answer:  MIS exists to help people who work in a business to achieve the strategies of that business. Because of the rapid pace of technology development, it can be tempting to construct information systems just to be modern or for some other reason. Constructing systems for such reasons is unwise and wasteful of both time and money. Processes, systems, and information need to be created for the purpose of achieving the organization's strategy. They are not created because the IS department thinks it needs to be created or because the company is falling behind the technology curve. As a future business professional, one needs to learn to look at information systems and technologies only through the lens of business need.
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93) How does MIS relate to organizational strategy?

Answer:  Page Ref: 12MIS exists to help organizations achieve their strategy. Organizations examine the structure of their industry and from that develop a competitive strategy. That strategy determines the organization's value chains, which, in turn, determine business processes. Business processes can, in turn, determine information systems. The relationship between business processes and information systems is complex; in some cases, the information system's capabilities will be constrained. If so, the information system's features and functions may determine the structure of business processes as well.
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94) Briefly describe Porter's five forces model. 

Answer:  Porter developed the five forces model as a model for determining the potential profitability of an industry. Over the years, this model has been applied for another purpose; that is, as a way of understanding organizations' competitive environments. Porter's five competitive forces can be grouped into two types: forces related to competition and forces related to supply chain bargaining power.

Competitive forces:

1.Competition from vendors of substitutes

2. Competition from new competitors

3. Competition from existing rivals

Bargaining power forces:

1. Bargaining power of suppliers

2. Bargaining power of customers

Porter assesses these five forces to determine the characteristics of an industry, how profitable it is, and how sustainable that profitability will be.
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95) What are the different competitive strategies according to Porter's model??

Answer:  An organization responds to the structure of its industry by choosing a competitive strategy.

Porter followed his five forces model with the model of four competitive strategies. According to Porter, a firm can engage in one of four fundamental competitive strategies. An organization can be the cost leader and provide products at the lowest prices in the industry, or it can focus on adding value to its products to differentiate them from those of the competition. Further, the organization can employ the cost or differentiation strategy across an industry, or it can focus its strategy on a particular industry segment. According to Porter, to be effective, the organization's goals, objectives, culture, and activities must be consistent with the organization's strategy.
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96) Define value, margin, and value chain.

Answer:  Porter defined value as the amount of money that a customer is willing to pay for a resource, product, or service. The difference between the value that an activity generates and the cost of the activity is called the margin. A value chain is a network of value-creating activities. That generic chain consists of five primary activities and four support activities.
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97) What are the primary activities in the value chain?

Answer:  

1. Inbound logistics - Receiving, storing, and disseminating inputs to the product.

2. Operations/manufacturing - Transforming inputs into the final product.

3. Outbound logistics - Collecting, storing, and physically distributing the product to buyers.

4. Sales and marketing - Inducing buyers to purchase the product and providing a means for them to do so.

5. Customer service - Assisting customers' use of the product and thus maintaining and enhancing the product's value.
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98) What are the support activities of a value chain?

Answer:  The support activities in the generic value chain contribute indirectly to the production, sale, and service of the product. They include procurement, which consists of the processes of finding vendors, setting up contractual arrangements, and negotiating prices. Human resources, technology, and firm infrastructure are also considered support activities in the value chain. Supporting functions add value, albeit indirectly, and they also have costs. In the case of supporting activities, it would be difficult to calculate the margin because the specific value added by a support activity is difficult to know. 
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99) How does Porter define technology, human resources, and firm infrastructure?

Answer:  Porter defined technology broadly to include research and development and other activities within the firm for developing new techniques, methods, and procedures. He defined human resources as recruiting, compensation, evaluation, and training of full- and part-time employees. Firm infrastructure includes general management, finance, accounting, legal, and government affairs.

Page Ref: 16

Difficulty:  Easy

Chapter LO:  6

100) Explain the meaning of value chain linkages with the help of an example.

Answer:  Porter's model of business activities includes linkages, which are interactions across value activities. For example, manufacturing systems use linkages to reduce inventory costs. Such a system uses sales forecasts to plan production; it then uses the production plan to determine raw materials needs and then uses the material needs to schedule purchases. The end result is just-in-time inventory, which reduces inventory sizes and costs. 
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101) Explain the differences in the application of value chain analysis to manufacturing businesses and service-oriented companies.

Answer:  Value chain analysis has a direct application to manufacturing businesses. Value chains also exist in service-oriented companies. The difference is that most of the value in a service company is generated by the operations, marketing and sales, and service activities. Inbound and outbound logistics are not typically as important.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 2   Business Processes, Information Systems, and Information

1) A business process is a sequence of activities for accomplishing a function.

Answer:  TRUE
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2) All repositories are databases.

Answer:  FALSE
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3) Most businesses choose not to standardize business processes in order to avoid inconsistencies in results.

Answer:  FALSE
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4) Standardized business processes reduce risks.

Answer:  TRUE
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5) A system is a group of components that interact to achieve some purpose.

Answer:  TRUE
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6) Data acts as a bridge between the machine side and the human side of an information system.

Answer:  TRUE
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7) An information system is defined as the IT products that are used to produce information.

Answer:  FALSE
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8) An information system consists of three components - hardware, software, and data.

Answer:  FALSE
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9) Hardware and people represent the actor roles in information systems.

Answer:  TRUE
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10) The people in the information system framework include only the users of a system and not those who operate and service the computers.

Answer:  FALSE
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11) The five components of information systems are common to all information systems, from the smallest to the largest.

Answer:  TRUE
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12) The printer connected to a PC is an example of software.

Answer:  FALSE
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13) A company's security protocol for logging into systems would be an example of the procedure component of an information system.

Answer:  TRUE
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14) Both programs and procedures are instructions.

Answer:  TRUE
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15) According to the five-component framework, programs tell humans what to do, and procedures tell the machines what to do.

Answer:  FALSE
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16) Hardware and software are the only costs of a new information system.

Answer:  FALSE
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17) When you use a computer to write a class report, the paragraphs of the report are considered to be an example of the data component of an information system.

Answer:  TRUE
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18) All information systems include a computer.

Answer:  FALSE
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19) A business process need not use information systems.

Answer:  TRUE
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20) The scope of business processes and information systems that support them overlap, but they are different. 

Answer:  TRUE
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21) A statement that the average daily wage of all the construction workers in Nevada is $250 is an example of information.

Answer:  TRUE
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22) The average temperature in New York during a particular month of the year is an example of information.

Answer:  TRUE
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23) The minimum temperature on a particular day in New York is an example of information.

Answer:  FALSE
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24) Information and data are the same.

Answer:  FALSE

Page Ref: 35

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  4

Course LO:  Describe the components of an information system (IS)

25) Information is knowledge derived from recorded facts and figures.

Answer:  TRUE
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26) Processed information is data.

Answer:  FALSE
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27) Data is information presented in a meaningful context.

Answer:  FALSE
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28) Good information is based on data that is accurate, timely, and easy to use.

Answer:  TRUE
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29) Data must be accurate in order to improve the quality of information.

Answer:  TRUE
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30) Data that is too coarse cannot be subdivided into its constituents. 

Answer:  TRUE
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31) Data that is too fine-grained is too highly summarized.

Answer:  FALSE
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32) Data which is easy to use results in better comprehension and thus produces better quality information.

Answer:  TRUE
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33) Data that is too coarse is highly detailed.

Answer:  FALSE
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34) Two people can perceive the same data but conceive different information from it.

Answer:  TRUE
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35) Data is subjective.

Answer:  FALSE
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36) As information is conceived personally, everyone always disagrees about everything.

Answer:  FALSE
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37) Information is internal, subjective, and can be different for all users.

Answer:  TRUE
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38) Dynamic processes are formally defined processes.

Answer:  FALSE
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39) Information systems are supportive rather than prescriptive in structured processes.

Answer:  FALSE
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40) Control is critical in structured processes.

Answer:  TRUE
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41) Innovation is not expected in structured processes, whereas innovation is required in dynamic processes.

Answer:  TRUE
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42) Effectiveness is an important characteristic of both structured and dynamic processes.

Answer:  TRUE
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43) Using social networking sites to generate buzz about next season's product line is an example of a structured process.

Answer:  FALSE

Page Ref: 41

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  6

Course LO:  Discuss the role of information systems in supporting business processes

44) Changes to dynamic processes are slow, made with deliberation, and are difficult to implement.

Answer:  FALSE
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45) Dynamic processes are unstructured.

Answer:  FALSE
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46) Human intuition plays a big role in a dynamic process. 

Answer:  TRUE
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47) Effectiveness means accomplishing a process with minimum resources.

Answer:  FALSE
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48) The actors in a dynamic process collaborate and give each other feedback.

Answer:  TRUE
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49) The efficient use of resources does not matter in dynamic processes, as they change so fast that over time, it is not possible to measure their efficiency.

Answer:  FALSE
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50) Business intelligence systems enable teams to gather intelligence needed to support decisions within a dynamic process.

Answer:  TRUE
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51) A(n) ________ is a sequence of activities for accomplishing a function.

A) task

B) information system

C) business process

D) repository

Answer:  C
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52) Recording final grades is a(n) ________ ,whereas filling out the grade reporting form is a(n) ________.

A) business process; activity

B) activity; business process

C) activity; task

D) task; business process

Answer:  A
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53) What do rectangles with rounded corners in the BPMN model denote?

A) decisions

B) repositories

C) activities

D) data flow

Answer:  C
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54) Decisions in the BPMN model are represented by ________.

A) diamonds

B) rectangles

C) rectangles with rounded corners

D) circles

Answer:  A
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55) A solid arrow in the BPMN model represents the ________.

A) beginning and end of the business process

B) flow of data

C) flow of action

D) swimlanes

Answer:  C
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56) A dotted arrow in the BPMN model represents the ________.

A) flow of the data that is named on the arrow

B) flow of action

C) swimlanes

D) beginning and end of the business process

Answer:  A
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57) In the BPMN model, a circle with a darkened border represents ________.

A) decisions

B) the start of the business process

C) the end of the business process 

D) activities

Answer:  C
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58) In the BPMN model, the notation of a plus sign enclosed in a small box signifies the ________.

A) flow of the data that is named on an arrow

B) details of the activity that are documented elsewhere

C) action flow that is named on an arrow

D) beginning and end of the business process

Answer:  B
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59) Standardized business processes ________.

A) lack scalability

B) enable the business to enforce policies

C) produce inconsistent results

D) increase risks

Answer:  B
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60) A(n) ________ consists of hardware, software, data, procedures, and people that interact together to produce information.

A) function

B) end-user

C) repository

D) information system

Answer:  D
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61) Which of the following is an actor in the five-component framework of an information system?

A) software

B) procedures

C) data

D) hardware

Answer:  D
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62) ________ function(s) as a bridge between the human side and the machine side of the information system framework.

A) Data

B) Hardware

C) Procedures

D) People

Answer:  A
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63) A company's ________ serve(s) as instructions for users to use and access data.

A) activities

B) hardware

C) procedures

D) repositories

Answer:  C
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64) ________ function(s) as instructions for hardware in an information system.

A) Software

B) Activities

C) Procedures

D) Data

Answer:  A
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65) WordPerfect, a word-processing program, is an example of a ________.

A) data set

B) procedure

C) software

D) DBMS

Answer:  C
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66) You have written a five-paragraph essay on "Crisis Management" using Microsoft Word. In this case, each paragraph of the report is an example of ________, while Microsoft Word is an example of ________.

A) software; hardware

B) an activity; an actor

C) data; software

D) a structured process; a dynamic process

Answer:  C
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67) A storage disk is an example of which of the following components of an information system?

A) procedures

B) data

C) software

D) hardware

Answer:  D
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68) Which of the following is an example of software?

A) a Blu-ray Disc

B) a Pentium 4 processor

C) a Mac operating system

D) an Xbox 360 controller

Answer:  C
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69) Which of the following is an example of the procedure component of an information system?

A) a company's network security protocol for logging in

B) a file containing the names of a company's clients

C) a file containing information about a company's history

D) the software and hardware used by a company

Answer:  A
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70) Customers' names, numbers, and addresses are an example of the ________ component of an information system.

A) process

B) data

C) software

D) hardware

Answer:  B
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71) In an office, a(n) ________ is an information system.

A) air-conditioner

B) projector

C) telephone

D) conference room schedule

Answer:  D

Page Ref: 32

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Describe the components of an information system (IS)

72) What is the primary difference between data and information?

A) Information is processed to get data.

B) Data is processed to get information.

C) Data, unlike information, is related to hardware.

D) Information, unlike data, is a component of an information system.

Answer:  B
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73) ________ is knowledge derived from recorded facts and figures.

A) Data

B) Information

C) Value

D) Cognition

Answer:  B
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74) A movie ticket at a theatre in L.A. costs $40. This is an example of ________.

A) data

B) information

C) software

D) an activity

Answer:  A
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75) Which of the following refers to recorded facts and figures?

A) data

B) information

C) procedures

D) policies

Answer:  A
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76) The average price of a movie ticket in the U.S. is $8. This is an example of ________.

A) data

B) information

C) metadata

D) value

Answer:  B
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77) Which of the following is a human factor that influences information quality?

A) data accuracy

B) ease of use

C) timeliness

D) knowledge

Answer:  D
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78) The U.S. Census Bureau conducts a census to check the population of first-generation immigrants living in the U.S. It conducts the census twice and arrives at different results (first census - 45 million; second census - 47 million). Hence, the data acquired from the research will affect the quality of information because it ________.

A) is too fine-grained

B) is too coarse-grained

C) lacks timeliness

D) is inaccurate

Answer:  D
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79) A company's information system discovers a customer's poor credit history only after certain goods have been shipped to him. The information produced, as a result, was not useful because the data was ________.

A) inaccurate

B) too fine-grained

C) too coarse-grained

D) ill-timed

Answer:  D
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80) A file that contains records of millions of clicks on a Web page is ________ for an analysis of revenue generated by different page designs.

A) easy to use

B) too fine-grained

C) too coarse-grained

D) ill-timed

Answer:  B
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81) A file of national sales data is ________ for an analysis of the relative performance of city sales regions.

A) easy to use

B) too fine-grained

C) too coarse-grained

D) ill-timed

Answer:  C
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82) Which of the following is a feature of a structured process?

A) It is an informal process.

B) It requires information systems that are supportive.

C) It is easy to change or modify.

D) It is controlled, rather than adaptive.

Answer:  D
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83) Which of the following is a feature of a dynamic process?

A) It is a formally defined process.

B) It is difficult to change or modify.

C) It requires information systems that are prescriptive.

D) It depends more on effectiveness than efficiency.

Answer:  D
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84) Day-to-day operations, such as placing an order, are considered ________ processes.

A) structured

B) kinetic

C) dynamic

D) unstructured

Answer:  A
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85) Which of the following is an example of a dynamic process?

A) accepting a return

B) placing an order

C) computing a sales commission

D) deciding the location for a new store

Answer:  D
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86) ________ is not expected in structured processes, nor is it generally appreciated or rewarded, unlike in the case of dynamic processes.

A) Efficiency

B) Effectiveness

C) Innovation

D) Control

Answer:  C
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87) ________ means accomplishing a certain process with minimum resources.

A) Efficiency

B) Effectiveness

C) Innovation

D) Resourcefulness

Answer:  A
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88) ________ is a critical part of structured processes.

A) Adaptation

B) Innovation

C) Human intuition

D) Control

Answer:  D
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89) Tom Ford, the celebrated fashion designer, has used social networking sites like Facebook and Twitter to generate buzz about his upcoming fashion line. This is an example of a ________ process.

A) reactive

B) formal

C) dynamic

D) critical

Answer:  C
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90) Why are dynamic processes evaluated on effectiveness more than efficiency?

A) because they are difficult to change

B) because the efficient use of resources does not matter in the case of such processes

C) because they are highly controlled and standardized

D) because they change so fast that it is not possible to measure efficiency over time

Answer:  D
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91) Which of the following is true regarding dynamic processes?

A) These processes consist of fixed steps taken in a specific control flow every time.

B) These processes are, by definition, unstructured.

C) The BPMN diagrams for these processes are highly specialized and variable.

D) These processes rely, to a large extent, on human intuition.

Answer:  D
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92) What is a business process? Explain with the help of examples.

Answer:  A business process is a sequence of activities for accomplishing a function. For example, your university has business processes to:

- Add a class to the business curriculum

- Add a new section to a class schedule

- Assign a class section to a classroom

- Drop a class section

- Record final grades
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93) What is an activity? Explain with the help of examples.

Answer:  An activity is a task within a business process. Examples of activities that are part of the process of recording final grades are:

- Compute final grades

- Fill out grade reporting form

- Submit the grade recording form to the departmental administrator
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94) Why do organizations standardize business processes?

Answer:  Other than very small businesses, most businesses choose to standardize business processes. For one, standard processes enable the business to enforce policies. Standardized business processes also produce consistent results and are scalable. Finally, standardized business processes reduce risk. When every employee follows the same process, the opportunities for error and serious mistakes are greatly reduced.
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95) Define systems and information systems.

Answer:  A system is a group of components that interact to achieve some purpose. Like a system, an information system (IS) is a group of components that interact to produce information. The five-component framework is a model of the components of an information system: computer hardware, software, data, 

procedures, and people. 
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96) Explain the five-component framework of an information system with the help of an example.

Answer:  The five-component framework is a model of the components of an information system: computer hardware, software, data, procedures, and people. For example, when you use a computer to write a class report, you are using hardware (the computer, storage disk, keyboard, and monitor), software (Word, WordPerfect, or some other word-processing program), data (the words, sentences, and paragraphs in your report), procedures (the methods you use to start the program, enter your report, print it, and save and back up your file), and people (you). 
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97) Discuss the symmetry of the five-component framework.

Answer:  The five-component framework is a model of the components of an information system: computer hardware, software, data, procedures, and people. Hardware and people are actors; they do things. Programs and procedures are instructions. Programs tell the hardware what to do, and procedures tell the humans what to do. Data is the bridge between the machine side (hardware and software) and the human side (procedures and people).
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98) Explain why a variety of skills are required to develop an information system.

Answer:  An information system consists of hardware, software, data, procedures, and people. This means that many different skills are required besides those of hardware technicians or computer programmers when building or using an information system. People are needed who can design the databases that hold the data and who can develop procedures for people to follow. Managers are needed to train and staff the personnel for using and operating the system.
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99) Why is the term "data" not interchangeable with the term "information"?

Answer:  Although the terms "data" and "information" are often used interchangeably, they are not the same. Information is knowledge derived from data, whereas data is defined as recorded facts or figures. Thus, the facts that employee James Smith earns $17.50 per hour and that Mary Jones earns $25.00 per hour are data. The statement that the average hourly wage of all the equipment clerks is $22.37 per hour is information. Average wage is knowledge that is derived from the data of individual wages.
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100) Explain the data factors that drive information quality?

Answer:  First, data must be accurate. It must be a correct and complete measure of whatever it is supposed to measure. Second, data must be timely. When you participate in the development of an information system, timeliness will be part of the requirements that you specify. You need to give appropriate and realistic timeliness needs. Third, data must be of the appropriate granularity. Data that is too fine-grained has too many details; data that is too coarse is too highly summarized. Finally, data needs to be easy to use.
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101) Why must data be timely in order to make information useful? Explain with an example.

Answer:  A monthly report that arrives 6 weeks late is most likely useless. The data arrives long after the decisions have been made that needed related information. An information system that tells you about poor credit of a customer to which you have already shipped goods is unhelpful and frustrating.
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102) What is the importance of having data of the appropriate granularity? Explain with the help of examples.

Answer:  Data must be of the appropriate granularity because data that is too fine-grained has too many details and data that is too coarse is too highly summarized. A file that contains records of millions of clicks on a Web page is too fine-grained for an analysis of revenue generated by different page designs. A file of national sales data is too coarse-grained for an analysis of the relative performance of city sales regions. Ideally, data is detailed enough to serve the purpose at hand, but just barely so. It is possible to group data that is too fine into appropriate granularity; however, data that is too coarse cannot be subdivided into its constituents.
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103) Explain the human factors that drive information quality.

Answer:  The quality of the information produced is at least as much determined by characteristics of the human involved than it is by the data utilized. 

The first factor of importance when conceiving information is knowledge. Decades of psychological research indicate that what humans know greatly influences what they perceive. So, the data that you pay attention to is determined, in part, by your knowledge. Additionally, once you have perceived a difference, your knowledge will help you determine which differences make a difference to the problem at hand. So, what you know about a domain will determine the quality of the information you conceive. A second human factor that affects information quality is the criteria used to interpret the data.
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104) How do groups conceive information?

Answer:  As information is conceived personally, it might be that everyone always disagrees about everything. It is, however, unlikely because we all share the same mental apparatus. So, given that we share the same mental apparatus, perceive the same data, and use the same criteria, we will tend to conceive information in the same way. Often, however, the more interesting case occurs when we do not conceive information in the same way. If everyone is engaged in the process and communicating honestly, then that can only occur when people perceive the data differently (someone notices something that others have not) or when people are using different criteria. The latter case may occur because they have found a criterion that others have not found or that they stress on one criterion more than others do.
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105) Explain the two broad categories of processes with relevant examples.

Answer:  Structured processes are formally defined, standardized processes. Most structured processes support day-to-day operations: accepting a return, placing an order, computing a sales commission, and so forth. Dynamic processes are less specific, more adaptive, and even intuitive. Using Twitter to generate buzz about next season's product line is an example of a dynamic process. Deciding whether to open a new store location or how best to solve a problem of excessive returns are other examples of dynamic processes.
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106) List the characteristics of structured processes.

Answer:  The characteristics of structured processes are:

- They are formally defined processes.

- Process change is slow and difficult.

- Control is critical.

- Efficiency and effectiveness are important.

- IS are prescriptive.

- Innovation is not expected.
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107) What are the differences between structured processes and dynamic processes?

Answer:  Structured processes are formally defined processes, whereas dynamic processes are informal processes. Unlike in the case of dynamic processes, changes to structured processes are slow, made with deliberation, and are difficult to implement. Control is critical in structured processes, whereas adaptation is critical in dynamic processes. Both efficiency and effectiveness are important in structured processes, whereas effectiveness is more important in dynamic processes. Information systems are prescriptive in structured processes, whereas they are supportive in dynamic processes. Innovation is not expected in structured processes, whereas, innovation is required in dynamic processes. 
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108) List the characteristics of dynamic processes.

Answer:  The characteristics of dynamic processes are:

- They are informal processes.

- Process change is rapid and expected.

- Adaptation is critical.

- Effectiveness is important.

- IS are supportive.

- Innovation is required.
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109) Why is the distinction between structured and dynamic processes considered important?

Answer:  The distinction between structured and dynamic processes is considered important for various reasons. For one, the behavior you choose as a business professional depends on the type of process in which you are involved. Innovation will be expected in dynamic processes, but discouraged in structured processes. Rigid structure will be appreciated in critical manufacturing processes, but disdained in collaboration.

For information systems, this distinction is important in the nature and character of the system. When SAP is used to support structured processes, it will restrict your behavior and readily (and successfully) frustrate any attempts at innovation. In contrast, SharePoint is an open book. Put anything in it you want; control that content in whatever you think is appropriate.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 2   Business Processes, Information Systems, and Information

1) A business process is a sequence of activities for accomplishing a function.

Answer:  TRUE
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2) All repositories are databases.

Answer:  FALSE
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3) Most businesses choose not to standardize business processes in order to avoid inconsistencies in results.

Answer:  FALSE
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4) Standardized business processes reduce risks.

Answer:  TRUE
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5) A system is a group of components that interact to achieve some purpose.

Answer:  TRUE
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6) Data acts as a bridge between the machine side and the human side of an information system.

Answer:  TRUE
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7) An information system is defined as the IT products that are used to produce information.

Answer:  FALSE
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8) An information system consists of three components - hardware, software, and data.

Answer:  FALSE
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9) Hardware and people represent the actor roles in information systems.

Answer:  TRUE
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10) The people in the information system framework include only the users of a system and not those who operate and service the computers.

Answer:  FALSE
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11) The five components of information systems are common to all information systems, from the smallest to the largest.

Answer:  TRUE
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12) The printer connected to a PC is an example of software.

Answer:  FALSE
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13) A company's security protocol for logging into systems would be an example of the procedure component of an information system.

Answer:  TRUE
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14) Both programs and procedures are instructions.

Answer:  TRUE
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15) According to the five-component framework, programs tell humans what to do, and procedures tell the machines what to do.

Answer:  FALSE
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16) Hardware and software are the only costs of a new information system.

Answer:  FALSE
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17) When you use a computer to write a class report, the paragraphs of the report are considered to be an example of the data component of an information system.

Answer:  TRUE
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18) All information systems include a computer.

Answer:  FALSE

Page Ref: 32

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Describe the components of an information system (IS)

19) A business process need not use information systems.

Answer:  TRUE
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20) The scope of business processes and information systems that support them overlap, but they are different. 

Answer:  TRUE
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21) A statement that the average daily wage of all the construction workers in Nevada is $250 is an example of information.

Answer:  TRUE
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22) The average temperature in New York during a particular month of the year is an example of information.

Answer:  TRUE
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23) The minimum temperature on a particular day in New York is an example of information.

Answer:  FALSE
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24) Information and data are the same.

Answer:  FALSE
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25) Information is knowledge derived from recorded facts and figures.

Answer:  TRUE
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26) Processed information is data.

Answer:  FALSE
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27) Data is information presented in a meaningful context.

Answer:  FALSE
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28) Good information is based on data that is accurate, timely, and easy to use.

Answer:  TRUE
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29) Data must be accurate in order to improve the quality of information.

Answer:  TRUE
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30) Data that is too coarse cannot be subdivided into its constituents. 

Answer:  TRUE

Page Ref: 39

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  5

Course LO:  Describe the components of an information system (IS)

31) Data that is too fine-grained is too highly summarized.

Answer:  FALSE
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32) Data which is easy to use results in better comprehension and thus produces better quality information.

Answer:  TRUE
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33) Data that is too coarse is highly detailed.

Answer:  FALSE
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34) Two people can perceive the same data but conceive different information from it.

Answer:  TRUE
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35) Data is subjective.

Answer:  FALSE
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36) As information is conceived personally, everyone always disagrees about everything.

Answer:  FALSE
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37) Information is internal, subjective, and can be different for all users.

Answer:  TRUE
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38) Dynamic processes are formally defined processes.

Answer:  FALSE
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39) Information systems are supportive rather than prescriptive in structured processes.

Answer:  FALSE
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40) Control is critical in structured processes.

Answer:  TRUE
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41) Innovation is not expected in structured processes, whereas innovation is required in dynamic processes.

Answer:  TRUE

Page Ref: 41

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  6

Course LO:  Discuss the role of information systems in supporting business processes

42) Effectiveness is an important characteristic of both structured and dynamic processes.

Answer:  TRUE
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43) Using social networking sites to generate buzz about next season's product line is an example of a structured process.

Answer:  FALSE
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44) Changes to dynamic processes are slow, made with deliberation, and are difficult to implement.

Answer:  FALSE
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45) Dynamic processes are unstructured.

Answer:  FALSE
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46) Human intuition plays a big role in a dynamic process. 

Answer:  TRUE
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47) Effectiveness means accomplishing a process with minimum resources.

Answer:  FALSE
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48) The actors in a dynamic process collaborate and give each other feedback.

Answer:  TRUE
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49) The efficient use of resources does not matter in dynamic processes, as they change so fast that over time, it is not possible to measure their efficiency.

Answer:  FALSE
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50) Business intelligence systems enable teams to gather intelligence needed to support decisions within a dynamic process.

Answer:  TRUE
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51) A(n) ________ is a sequence of activities for accomplishing a function.

A) task

B) information system

C) business process

D) repository

Answer:  C
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52) Recording final grades is a(n) ________ ,whereas filling out the grade reporting form is a(n) ________.

A) business process; activity

B) activity; business process

C) activity; task

D) task; business process

Answer:  A
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53) What do rectangles with rounded corners in the BPMN model denote?

A) decisions

B) repositories

C) activities

D) data flow

Answer:  C
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54) Decisions in the BPMN model are represented by ________.

A) diamonds

B) rectangles

C) rectangles with rounded corners

D) circles

Answer:  A
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55) A solid arrow in the BPMN model represents the ________.

A) beginning and end of the business process

B) flow of data

C) flow of action

D) swimlanes

Answer:  C
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56) A dotted arrow in the BPMN model represents the ________.

A) flow of the data that is named on the arrow

B) flow of action

C) swimlanes

D) beginning and end of the business process

Answer:  A
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57) In the BPMN model, a circle with a darkened border represents ________.

A) decisions

B) the start of the business process

C) the end of the business process 

D) activities

Answer:  C
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58) In the BPMN model, the notation of a plus sign enclosed in a small box signifies the ________.

A) flow of the data that is named on an arrow

B) details of the activity that are documented elsewhere

C) action flow that is named on an arrow

D) beginning and end of the business process

Answer:  B
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59) Standardized business processes ________.

A) lack scalability

B) enable the business to enforce policies

C) produce inconsistent results

D) increase risks

Answer:  B
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60) A(n) ________ consists of hardware, software, data, procedures, and people that interact together to produce information.

A) function

B) end-user

C) repository

D) information system

Answer:  D
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61) Which of the following is an actor in the five-component framework of an information system?

A) software

B) procedures

C) data

D) hardware

Answer:  D
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62) ________ function(s) as a bridge between the human side and the machine side of the information system framework.

A) Data

B) Hardware

C) Procedures

D) People

Answer:  A
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63) A company's ________ serve(s) as instructions for users to use and access data.

A) activities

B) hardware

C) procedures

D) repositories

Answer:  C
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64) ________ function(s) as instructions for hardware in an information system.

A) Software

B) Activities

C) Procedures

D) Data

Answer:  A
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65) WordPerfect, a word-processing program, is an example of a ________.

A) data set

B) procedure

C) software

D) DBMS

Answer:  C
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66) You have written a five-paragraph essay on "Crisis Management" using Microsoft Word. In this case, each paragraph of the report is an example of ________, while Microsoft Word is an example of ________.

A) software; hardware

B) an activity; an actor

C) data; software

D) a structured process; a dynamic process

Answer:  C
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67) A storage disk is an example of which of the following components of an information system?

A) procedures

B) data

C) software

D) hardware

Answer:  D
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68) Which of the following is an example of software?

A) a Blu-ray Disc

B) a Pentium 4 processor

C) a Mac operating system

D) an Xbox 360 controller

Answer:  C
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69) Which of the following is an example of the procedure component of an information system?

A) a company's network security protocol for logging in

B) a file containing the names of a company's clients

C) a file containing information about a company's history

D) the software and hardware used by a company

Answer:  A
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70) Customers' names, numbers, and addresses are an example of the ________ component of an information system.

A) process

B) data

C) software

D) hardware

Answer:  B
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71) In an office, a(n) ________ is an information system.

A) air-conditioner

B) projector

C) telephone

D) conference room schedule

Answer:  D
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72) What is the primary difference between data and information?

A) Information is processed to get data.

B) Data is processed to get information.

C) Data, unlike information, is related to hardware.

D) Information, unlike data, is a component of an information system.

Answer:  B
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73) ________ is knowledge derived from recorded facts and figures.

A) Data

B) Information

C) Value

D) Cognition

Answer:  B
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74) A movie ticket at a theatre in L.A. costs $40. This is an example of ________.

A) data

B) information

C) software

D) an activity

Answer:  A
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75) Which of the following refers to recorded facts and figures?

A) data

B) information

C) procedures

D) policies

Answer:  A

Page Ref: 35

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  4

Course LO:  Describe the components of an information system (IS)

76) The average price of a movie ticket in the U.S. is $8. This is an example of ________.

A) data

B) information

C) metadata

D) value

Answer:  B
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77) Which of the following is a human factor that influences information quality?

A) data accuracy

B) ease of use

C) timeliness

D) knowledge

Answer:  D
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78) The U.S. Census Bureau conducts a census to check the population of first-generation immigrants living in the U.S. It conducts the census twice and arrives at different results (first census - 45 million; second census - 47 million). Hence, the data acquired from the research will affect the quality of information because it ________.

A) is too fine-grained

B) is too coarse-grained

C) lacks timeliness

D) is inaccurate

Answer:  D
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79) A company's information system discovers a customer's poor credit history only after certain goods have been shipped to him. The information produced, as a result, was not useful because the data was ________.

A) inaccurate

B) too fine-grained

C) too coarse-grained

D) ill-timed

Answer:  D
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80) A file that contains records of millions of clicks on a Web page is ________ for an analysis of revenue generated by different page designs.

A) easy to use

B) too fine-grained

C) too coarse-grained

D) ill-timed

Answer:  B
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81) A file of national sales data is ________ for an analysis of the relative performance of city sales regions.

A) easy to use

B) too fine-grained

C) too coarse-grained

D) ill-timed

Answer:  C
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82) Which of the following is a feature of a structured process?

A) It is an informal process.

B) It requires information systems that are supportive.

C) It is easy to change or modify.

D) It is controlled, rather than adaptive.

Answer:  D
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83) Which of the following is a feature of a dynamic process?

A) It is a formally defined process.

B) It is difficult to change or modify.

C) It requires information systems that are prescriptive.

D) It depends more on effectiveness than efficiency.

Answer:  D
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84) Day-to-day operations, such as placing an order, are considered ________ processes.

A) structured

B) kinetic

C) dynamic

D) unstructured

Answer:  A
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85) Which of the following is an example of a dynamic process?

A) accepting a return

B) placing an order

C) computing a sales commission

D) deciding the location for a new store

Answer:  D
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86) ________ is not expected in structured processes, nor is it generally appreciated or rewarded, unlike in the case of dynamic processes.

A) Efficiency

B) Effectiveness

C) Innovation

D) Control

Answer:  C
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87) ________ means accomplishing a certain process with minimum resources.

A) Efficiency

B) Effectiveness

C) Innovation

D) Resourcefulness

Answer:  A
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88) ________ is a critical part of structured processes.

A) Adaptation

B) Innovation

C) Human intuition

D) Control

Answer:  D
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89) Tom Ford, the celebrated fashion designer, has used social networking sites like Facebook and Twitter to generate buzz about his upcoming fashion line. This is an example of a ________ process.

A) reactive

B) formal

C) dynamic

D) critical

Answer:  C
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90) Why are dynamic processes evaluated on effectiveness more than efficiency?

A) because they are difficult to change

B) because the efficient use of resources does not matter in the case of such processes

C) because they are highly controlled and standardized

D) because they change so fast that it is not possible to measure efficiency over time

Answer:  D
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91) Which of the following is true regarding dynamic processes?

A) These processes consist of fixed steps taken in a specific control flow every time.

B) These processes are, by definition, unstructured.

C) The BPMN diagrams for these processes are highly specialized and variable.

D) These processes rely, to a large extent, on human intuition.

Answer:  D
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92) What is a business process? Explain with the help of examples.

Answer:  A business process is a sequence of activities for accomplishing a function. For example, your university has business processes to:

- Add a class to the business curriculum

- Add a new section to a class schedule

- Assign a class section to a classroom

- Drop a class section

- Record final grades
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93) What is an activity? Explain with the help of examples.

Answer:  An activity is a task within a business process. Examples of activities that are part of the process of recording final grades are:

- Compute final grades

- Fill out grade reporting form

- Submit the grade recording form to the departmental administrator
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94) Why do organizations standardize business processes?

Answer:  Other than very small businesses, most businesses choose to standardize business processes. For one, standard processes enable the business to enforce policies. Standardized business processes also produce consistent results and are scalable. Finally, standardized business processes reduce risk. When every employee follows the same process, the opportunities for error and serious mistakes are greatly reduced.
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95) Define systems and information systems.

Answer:  A system is a group of components that interact to achieve some purpose. Like a system, an information system (IS) is a group of components that interact to produce information. The five-component framework is a model of the components of an information system: computer hardware, software, data, 

procedures, and people. 
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96) Explain the five-component framework of an information system with the help of an example.

Answer:  The five-component framework is a model of the components of an information system: computer hardware, software, data, procedures, and people. For example, when you use a computer to write a class report, you are using hardware (the computer, storage disk, keyboard, and monitor), software (Word, WordPerfect, or some other word-processing program), data (the words, sentences, and paragraphs in your report), procedures (the methods you use to start the program, enter your report, print it, and save and back up your file), and people (you). 
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97) Discuss the symmetry of the five-component framework.

Answer:  The five-component framework is a model of the components of an information system: computer hardware, software, data, procedures, and people. Hardware and people are actors; they do things. Programs and procedures are instructions. Programs tell the hardware what to do, and procedures tell the humans what to do. Data is the bridge between the machine side (hardware and software) and the human side (procedures and people).
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98) Explain why a variety of skills are required to develop an information system.

Answer:  An information system consists of hardware, software, data, procedures, and people. This means that many different skills are required besides those of hardware technicians or computer programmers when building or using an information system. People are needed who can design the databases that hold the data and who can develop procedures for people to follow. Managers are needed to train and staff the personnel for using and operating the system.
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99) Why is the term "data" not interchangeable with the term "information"?

Answer:  Although the terms "data" and "information" are often used interchangeably, they are not the same. Information is knowledge derived from data, whereas data is defined as recorded facts or figures. Thus, the facts that employee James Smith earns $17.50 per hour and that Mary Jones earns $25.00 per hour are data. The statement that the average hourly wage of all the equipment clerks is $22.37 per hour is information. Average wage is knowledge that is derived from the data of individual wages.
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100) Explain the data factors that drive information quality?

Answer:  First, data must be accurate. It must be a correct and complete measure of whatever it is supposed to measure. Second, data must be timely. When you participate in the development of an information system, timeliness will be part of the requirements that you specify. You need to give appropriate and realistic timeliness needs. Third, data must be of the appropriate granularity. Data that is too fine-grained has too many details; data that is too coarse is too highly summarized. Finally, data needs to be easy to use.
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101) Why must data be timely in order to make information useful? Explain with an example.

Answer:  A monthly report that arrives 6 weeks late is most likely useless. The data arrives long after the decisions have been made that needed related information. An information system that tells you about poor credit of a customer to which you have already shipped goods is unhelpful and frustrating.
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102) What is the importance of having data of the appropriate granularity? Explain with the help of examples.

Answer:  Data must be of the appropriate granularity because data that is too fine-grained has too many details and data that is too coarse is too highly summarized. A file that contains records of millions of clicks on a Web page is too fine-grained for an analysis of revenue generated by different page designs. A file of national sales data is too coarse-grained for an analysis of the relative performance of city sales regions. Ideally, data is detailed enough to serve the purpose at hand, but just barely so. It is possible to group data that is too fine into appropriate granularity; however, data that is too coarse cannot be subdivided into its constituents.

Page Ref: 39

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  5

Course LO:  Discuss the role of information systems in supporting business processes

103) Explain the human factors that drive information quality.

Answer:  The quality of the information produced is at least as much determined by characteristics of the human involved than it is by the data utilized. 

The first factor of importance when conceiving information is knowledge. Decades of psychological research indicate that what humans know greatly influences what they perceive. So, the data that you pay attention to is determined, in part, by your knowledge. Additionally, once you have perceived a difference, your knowledge will help you determine which differences make a difference to the problem at hand. So, what you know about a domain will determine the quality of the information you conceive. A second human factor that affects information quality is the criteria used to interpret the data.
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104) How do groups conceive information?

Answer:  As information is conceived personally, it might be that everyone always disagrees about everything. It is, however, unlikely because we all share the same mental apparatus. So, given that we share the same mental apparatus, perceive the same data, and use the same criteria, we will tend to conceive information in the same way. Often, however, the more interesting case occurs when we do not conceive information in the same way. If everyone is engaged in the process and communicating honestly, then that can only occur when people perceive the data differently (someone notices something that others have not) or when people are using different criteria. The latter case may occur because they have found a criterion that others have not found or that they stress on one criterion more than others do.
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105) Explain the two broad categories of processes with relevant examples.

Answer:  Structured processes are formally defined, standardized processes. Most structured processes support day-to-day operations: accepting a return, placing an order, computing a sales commission, and so forth. Dynamic processes are less specific, more adaptive, and even intuitive. Using Twitter to generate buzz about next season's product line is an example of a dynamic process. Deciding whether to open a new store location or how best to solve a problem of excessive returns are other examples of dynamic processes.
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106) List the characteristics of structured processes.

Answer:  The characteristics of structured processes are:

- They are formally defined processes.

- Process change is slow and difficult.

- Control is critical.

- Efficiency and effectiveness are important.

- IS are prescriptive.

- Innovation is not expected.
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107) What are the differences between structured processes and dynamic processes?

Answer:  Structured processes are formally defined processes, whereas dynamic processes are informal processes. Unlike in the case of dynamic processes, changes to structured processes are slow, made with deliberation, and are difficult to implement. Control is critical in structured processes, whereas adaptation is critical in dynamic processes. Both efficiency and effectiveness are important in structured processes, whereas effectiveness is more important in dynamic processes. Information systems are prescriptive in structured processes, whereas they are supportive in dynamic processes. Innovation is not expected in structured processes, whereas, innovation is required in dynamic processes. 
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108) List the characteristics of dynamic processes.

Answer:  The characteristics of dynamic processes are:

- They are informal processes.

- Process change is rapid and expected.

- Adaptation is critical.

- Effectiveness is important.

- IS are supportive.

- Innovation is required.
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109) Why is the distinction between structured and dynamic processes considered important?

Answer:  The distinction between structured and dynamic processes is considered important for various reasons. For one, the behavior you choose as a business professional depends on the type of process in which you are involved. Innovation will be expected in dynamic processes, but discouraged in structured processes. Rigid structure will be appreciated in critical manufacturing processes, but disdained in collaboration.

For information systems, this distinction is important in the nature and character of the system. When SAP is used to support structured processes, it will restrict your behavior and readily (and successfully) frustrate any attempts at innovation. In contrast, SharePoint is an open book. Put anything in it you want; control that content in whatever you think is appropriate.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 3   Hardware, Software, and Networks

1) Hardware refers to both electronic components and the related gadgetry that input, process, output, and store data.

Answer:  TRUE
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2) The CPU stores results of operations on the flash drive.

Answer:  FALSE
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3) Special function cards are examples of input hardware.

Answer:  FALSE
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4) The CPU is considered "the brain" of the computer.

Answer:  TRUE
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5) Magnetic disk is the most common form of storage hardware.

Answer:  TRUE
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6) Special function cards are added to computers to augment their basic capabilities.

Answer:  TRUE
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7) A kilobyte is exactly 1,024 bits.

Answer:  FALSE

Page Ref: 56

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

Course LO:  Describe the major types of computer hardware and software used by companies

8) The most frequently used data and instructions are placed in cache memory.

Answer:  TRUE
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9) RAM, or the main memory of a computer, is considered nonvolatile.

Answer:  FALSE
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10) Servers need a great deal of RAM and storage space.

Answer:  TRUE
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11) Servers in a farm coordinate their activities in a highly sophisticated and complex way.

Answer:  TRUE
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12) Unix is generally regarded as being more easy to use than Windows.

Answer:  FALSE
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13) MAC OS is the operating system used on the iPhone, iPad, and iPod Touch.

Answer:  FALSE
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14) Cloud computing is a form of hardware/software leasing in which organizations obtain server resources from vendors that specialize in server processing.

Answer:  TRUE
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15) Vertical-market application software provides capabilities that can be applied across all organizations and industries.

Answer:  FALSE
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16) Thick-client applications are preferred to thin-client applications because they require only a browser.

Answer:  FALSE
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17) Machine code is understandable by humans.

Answer:  FALSE
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18) Custom software developed in-house is the first choice of most companies due to its low costs.

Answer:  FALSE
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19) Ubuntu, a Windows-like desktop operating system, is an open source program.

Answer:  TRUE
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20) The distinguishing characteristic of a LAN from a WAN is that it is confined to a single geographic location.

Answer:  TRUE
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21) Wide area networks connect computers that reside in a single geographic location.

Answer:  FALSE

Page Ref: 65

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  3

Course LO:  Compare and contrast different ways of connecting to the Internet

22) The Internet is a network of networks connecting LANs, WANs, and other internets.

Answer:  TRUE
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23) Most LAN connections are made using unshielded twisted pair (UTP) cable.

Answer:  TRUE
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24) If a connection carries a lot of traffic, it is advised to replace the UTP cable with optical fiber cables.

Answer:  TRUE
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25) NIC devices in laptops and cell phones have been replaced by WNIC devices.

Answer:  TRUE
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26) The switches on each floor connect to each other via the faster-speed UTP cable.

Answer:  FALSE
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27) The signals on optical fiber cables are light rays that reflect inside the glass core of the optical fiber cable.

Answer:  TRUE
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28) For two devices to communicate, they must use the same protocol.

Answer:  TRUE
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29) Wireless local area networks are governed by IEEE standard 802.3.

Answer:  FALSE

Page Ref: 68

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  3

Course LO:  Compare and contrast different ways of connecting to the Internet

30) Routers detect the transmission speed that a given device can handle and communicate with it at that speed.

Answer:  FALSE
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31) A modulator/demodulator converts the digital data in the computer to a wavy, or analog, signal.

Answer:  TRUE
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32) DSL stands for dual subscriber line.

Answer:  FALSE
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33) DSL modems operate on the same lines as voice telephones, but do not interfere with voice telephone service.

Answer:  TRUE
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34) ADSLs have similar upload and download speeds.

Answer:  FALSE
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35) Narrowband lines typically have transmission speeds in excess of 56 kbps, while broadband lines have speeds less than 256 kbps.

Answer:  FALSE
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36) The protocols used on the Internet are arranged according to a structure known as FTP.

Answer:  FALSE
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37) The protocol architecture of the Internet uses a scheme of five protocol types arranged in layers.

Answer:  TRUE
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38) TCP/ IP is an application layer protocol.

Answer:  FALSE
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39) SMTP is the transmission protocol used to deliver data across the Internet.

Answer:  FALSE
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40) When you are using a browser like Google Chrome, you are using a program that implements the FTP protocol.

Answer:  FALSE
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41) The Internet transports messages as a single packet, through a router.

Answer:  FALSE
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42) Routers are special purpose computers that move traffic from one node on a network to another.

Answer:  TRUE
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43) TCP provides reliable internet transport and IP provides internet routing.

Answer:  TRUE
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44) Most e-commerce applications use the three-tier architecture.

Answer:  TRUE
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45) In the three-tier architecture, the server tier consists of computers, phones, and other devices that have browsers that request and process Web pages.

Answer:  FALSE
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46) XML is the most popular markup language.

Answer:  FALSE
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47) To ensure acceptable performance, commercial Web sites usually are supported by Web server computers in a facility called a Web farm.

Answer:  TRUE

Page Ref: 77

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  5

Course LO:  Compare and contrast different ways of connecting to the Internet

48) HTML is a markup language that fixes several XML deficiencies and is commonly used for program-to-program interaction over the Web.

Answer:  FALSE
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49) A virtual private network (VPN) uses the Internet to create the appearance of private point-to-point connections.

Answer:  TRUE
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50) To ensure security, VPN client software breaks the original message into packets so that its contents are protected from snooping.

Answer:  FALSE
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51) ________ consist(s) of electronic components and related gadgetry that input, process, output, and store data according to instructions encoded in computer programs.

A) Software

B) Hardware

C) Programs

D) The Internet

Answer:  B
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52) Which of the following is an example of a processing device?

A) UPC readers

B) special function cards

C) scanners

D) plotters

Answer:  B
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53) Which of the following is an example of a storage device?

A) optical disks

B) special function cards

C) scanners

D) UPC readers

Answer:  A

Page Ref: 54

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

Course LO:  Describe the major types of computer hardware and software used by companies

54) Which of the following is an input hardware device?

A) printer

B) scanner

C) thumb drive

D) projector

Answer:  B
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55) The CPU works in conjunction with ________.

A) magnetic disks

B) main memory

C) wired data communication devices

D) wireless data communication devices

Answer:  B
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56) Which of the following is an example of an optical disk?

A) magnetic disks

B) thumb drives

C) flash drives

D) Digital Versatile Disks

Answer:  D
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57) Computers represent data using ________.

A) binary digits

B) alphabets

C) alphanumerics

D) protocols

Answer:  A
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58) Which of the following statements about computer data is true?

A) A binary digit is either a zero or a one.

B) All computer data is represented by alphabets.

C) Binary digits are grouped into 100-bit chunks called bytes.

D) Bytes are used to measure sizes of character data only.

Answer:  A
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59) Which of the following is the largest unit of data for computer memory?

A) gigabyte

B) kilobyte

C) megabyte

D) terabyte

Answer:  D
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60) A kilobyte is exactly ________.

A) 1,024 bytes

B) 1,000 bytes

C) 1,024 bits

D) 8 bytes

Answer:  A
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61) A megabyte is ________.

A) 1,024 bytes

B) 1,024 K

C) 1,024 MB

D) 1,024 GB

Answer:  B
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62) To run a program or process data, a computer first transfers the program or data from the disk to the ________.

A) scanner

B) display

C) cache

D) main memory

Answer:  D
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63) The cache and main memory lose their contents when the power is off. Hence, they are referred to as ________.

A) kinetic

B) static

C) volatile

D) non-volatile

Answer:  C
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64) CPU speed is expressed in cycles called ________.

A) hertz

B) bytes

C) bits

D) pixels

Answer:  A
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65) A program that controls the client computer's resources is called a ________.

A) client operating system

B) client application program

C) server operating system

D) server application program

Answer:  A
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66) ________ is an open source variant of Unix that has been adapted to almost every type of computing device.

A) Mac OS

B) Solaris

C) Windows

D) Linux

Answer:  D 
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67) Which of the following is a mobile client operating system?

A) Unix

B) Mac OS X

C) Android

D) Linux

Answer:  C
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68) When you buy the setup CD of Microsoft Office, Microsoft is selling you ________.

A) the right to use Windows Office

B) the ownership rights of Microsoft Office

C) Microsoft Office for a short period on rent

D) the piracy rights to Microsoft Office

Answer:  A
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69) Which of the following statements is true about cloud computing?

A) It is yet to be adopted on a large scale as it is expensive.

B) It enables multiple organizations to utilize the same computing infrastructure.

C) It is the leasing out of a fixed amount of server time and resources.

D) It is difficult for cloud vendors to reconfigure servers to support

changes in workload.

Answer:  B
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70) ________ is the process whereby multiple operating systems share the same hardware.

A) Silverlight

B) Bluetooth

C) Virtualization

D) Dual processing

Answer:  C
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71) The CIA develops a new software named "ET Fonome" to meet its own needs and requirements. The software isn't sold to the public or other organizations. Such a software is called a ________. 

A) vertical-market application software

B) horizontal-market application software

C) one-of-a-kind application software

D) VPN client software

Answer:  C
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72) Which of the following is an example of a horizontal-market application software?

A) a software developed by IRS for its own needs

B) FitnessBuilder, the iPad application

C) AutoCad

D) Microsoft Excel

Answer:  D
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73) Which of the following is true about a thin-client application?

A) They have more features and functions than thick clients.

B) They have to be pre-installed on the client.

C) They need to be manually updated from time to time.

D) They require only a browser.

Answer:  D
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74) What particular feature of an open source project distinguishes it from a closed source project?

A) The source code of the program is not modifiable.

B) The machine code of the program can be understood by humans. 

C) The source code of the program is available to the public.

D) The machine code of the program is available to the public.

Answer:  C
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75) A(n) ________ connects computers that reside in a single geographic location. 

A) ADSL

B) WAN

C) DSL

D) LAN

Answer:  D
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76) The computers in a hospital are usually connected to each other using ________.

A) WAN

B) VPN

C) LAN

D) Ethernet

Answer:  C
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77) A ________ is a set of rules, followed by communicating devices, that governs data communication.

A) source code

B) protocol

C) domain

D) license

Answer:  B
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78) A(n) ________ is a special-purpose computer that receives and transmits wired traffic on the LAN. 

A) modem

B) access point

C) protocol

D) switch

Answer:  D
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79) LAN connections, made using UTP cable, contain sets of wires that are twisted together to ________.

A) improve signal quality

B) prevent against wear and tear

C) increase bandwidth

D) consume less space

Answer:  A
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80) Today, nearly all personal computers and all mobile devices ship from the factory with an onboard ________, which allows them to connect to the Internet.

A) modem

B) WNIC

C) UTP

D) memory card

Answer:  B
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81) The protocol standard IEEE 802.3 used in wired LAN connections is also called ________.

A) Internet

B) Ethernet

C) intranet

D) VPN

Answer:  B
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82) The NIC in most personal computers today supports what is called 10/100/1000 Ethernet. 10/100/100 Ethernet refers to ________.

A) transmission speed in Gbps

B) transmission speed in Tbps

C) transmission speed in Mbps

D) transmission speed in Kbps

Answer:  C
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83) Which of the following statements about WNICs is true?

A) WNICs conform to the 802.3 specification and allow for transmission at a rate of 1,000 Mbps.

B) WNICs have LANs that connect computer workstations together and to the server.

C) WNICs operate according to 802.3 protocols and connect through optical fibers.

D) WNICs operate according to 802.11 protocols and connect to an access point.

Answer:  D
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84) ________ is a common wireless protocol designed for transmitting data over short distances, replacing cables. It is found in most cell phones today. 

A) Bluetooth

B) Ethernet

C) VPN

D) Layered protocol

Answer:  A
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85) ________ detect the transmission speed that a given device can handle and communicate with it at that speed.

A) Routers

B) Switches

C) Layered protocols

D) Cable modems

Answer:  B
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86) Which of the following refers to a communication line that has different upload and download speeds?

A) SOHO

B) broadband

C) ADSL

D) SDSL

Answer:  C
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87) ________ serve(s) as your gateway to the Internet by providing you with a legitimate Internet address.

A) Routers

B) ISPs

C) Modems

D) IEEE

Answer:  B
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88) Which of the following refers to a communication line that offers equal upload and download speeds?

A) SOHO

B) ADSL

C) broadband

D) SDSL

Answer:  D
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89) Which of the following is an application layer protocol?

A) TCP

B) SMTP

C) IP

D) IEEE

Answer:  B
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90) What does "https" in a browser's address bar signify?

A) It is a protocol for source code that is available to the public.

B) It is a protocol for e-mail transmissions.

C) It is a protocol for secure transmissions.

D) It is a protocol for moving files over the Internet.

Answer:  C
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91) The layered protocol used in the Internet is ________.

A) TCP/IP

B) SMTP

C) FTP

D) HTTP

Answer:  A
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92) Because public IP addresses must be unique worldwide, their assignment is controlled by a public agency known as ________.

A) CERN

B) IEEE

C) ICANN

D) ISO

Answer:  C
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93) A(n) ________ is a number that identifies a particular device on the public or private internet.

A) domain

B) IP address

C) protocol

D) source code

Answer:  B
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94) Which of the following statements is true about a router?

A) A router is another name for a modem.

B) A router is a special purpose computer that moves packet traffic.

C) A router is a switch which connects the computer to the Internet.

D) A router is an instrument which measures transmission speeds.

Answer:  B
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95) A document's address on the Web is called a(n) ________.

A) DNS

B) TCP

C) URL

D) FTP

Answer:  C
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96) When one visits the Web page of Abercrombie and Fitch, the address bar will read "http://www.abercrombie.com/". This is the ________ of the Web page.

A) URL

B) IP address

C) protocol

D) e-mail ID

Answer:  A
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97) Almost all e-commerce applications use the ________, which is an arrangement of user computers and servers into categories.

A) TCP/ IP architecture

B) three-tier architecture

C) HTTP architecture

D) FTP architecture

Answer:  B
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98) Which of the three tiers consists of computers, phones, and other devices that have browsers that request and process Web pages?

A) user tier

B) server tier

C) database tier

D) information tier

Answer:  A
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99) ________ are programs that run on a server tier computer and that manage HTTP traffic by sending and receiving Web pages to and from clients.

A) Protocols

B) Web servers

C) Thick clients

D) Cloud computers

Answer:  B
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100) ________ is the most common language for defining the structure and layout of Web pages.

A) XML

B) SQL

C) HTML

D) HTTP

Answer:  C
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101) A(n) ________ is a notation used to define a data element, for display or other purposes, in Web pages.

A) HTML tag

B) IP address

C) domain

D) hyperlink

Answer:  A

Page Ref: 78

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  5

Course LO:  Compare and contrast different ways of connecting to the Internet

102) ________ on Web pages are pointers to other Web pages.

A) HTML tags

B) HTML addresses

C) Hyperlinks

D) VPN

Answer:  C
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103) ________ and ________ were add-ons to browsers, that were developed by Adobe and Microsoft respectively, for providing animation, movies, and other advanced graphics inside a browser.

A) WordPerfect; Word

B) Acrobat Reader; Excel

C) Firefox; Explorer

D) Flash; Silverlight

Answer:  D
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104) The ________ encrypts messages so that it can be sent safely through VPN communications.

A) VPN client access point

B) VPN client software

C) VPN client router

D) VPN client modem

Answer:  B
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105) Explain the different categories of hardware.

Answer:  Hardware consists of electronic components and related gadgetry that input, process, output, and store data according to instructions encoded in computer programs or software. Typical input hardware devices are the keyboard, mouse, touch pad/screen, document scanners, and bar-code (Universal Product Code) scanners like those used in grocery stores.

Processing devices include the central processing unit (CPU), which is sometimes called "the brain" of the computer. The CPU works in conjunction with main memory, sometimes called RAM (random access memory). Computers also can have special function cards that can be added to the computer to augment its basic capabilities.

Output hardware, devices that are externally connected to the computer, consist of video displays, speakers, projectors, printers, and other special-purpose devices, such as the large flatbed plotters used for making maps and other large printed displays. Wired and wireless signals are also produced by communication devices.

Storage hardware saves data and programs. Magnetic disk is by far the most common storage device, although optical disks such as CDs and DVDs also are popular. Flash drives, or thumb drives, are also storage devices.
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106) Briefly describe the processing devices of a computer.

Answer:  Processing devices include the central processing unit (CPU), which is sometimes called "the brain" of the computer. Although the design of the CPU has nothing in common with the anatomy of a brain, this description is helpful, because the CPU does have the "smarts" of the machine. The CPU selects instructions, processes them, performs arithmetic and logical comparisons, and stores results of operations in memory. Some computers have two or more CPUs. A computer with two CPUs is called a dual-processor computer. Quad-processor computers have four CPUs. Some high-end computers have 16 or more CPUs. CPUs vary in speed, function, and cost. 

The CPU works in conjunction with main memory, sometimes called RAM (random access memory). The CPU reads data and instructions only from main memory, processes that data, and places it back into main memory. Data on an external device, say, a DVD, must be brought into main memory before it can be processed. Finally, computers also can have special function cards that can be added to the computer to augment its basic capabilities.
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107) Define bits and bytes. What are the different units of data for computer memory?

Answer:  Computers represent data using binary digits called bits. A bit is either a zero or a one. Bits are used for computer data because they are easy to represent electronically. Bits are grouped into 8-bit chunks called bytes. 

The specifications for the size of main memory, disk, and other computer devices are expressed in bytes. A kilobyte, abbreviated K, is a collection of 1,024 bytes. A megabyte, or MB, is 1,024 kilobytes. A gigabyte, or GB, is 1,024 megabytes, and a terabyte, or TB, is 1,024 gigabytes.
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108) Explain the functioning of a computer.

Answer:  The CPU is the major actor. To run a program or process data, the computer first transfers the program or data from disk to main memory. Then, to execute an instruction, it moves the instruction from main memory into the CPU via the data channel or bus. The CPU has a small amount of very fast memory called a cache, in which it keeps frequently used instructions. Having a large cache makes the computer faster, but cache is expensive. Main memory is too small to hold all of the programs and data that a user might want to process. Consequently, the CPU loads programs into memory in chunks. If the user opens another program or needs to load more data, the operating system will direct the CPU to attempt to place the new program or data into unused memory. If there is not enough memory, it will remove something and then it will place the just-requested program or data into the vacated space. This process is called memory swapping.
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109) Explain the functions of client and server computers and describe how the hardware requirements vary between them. 

Answer:  Users employ client computers for deskwork like word processing and spreadsheet analysis. You are also using a client computer when you install a game or an application on your iPad. Client computers also have software that enables them to connect to a network. It could be a private network at their company or school, or it could be the Internet, which is a public network.

Servers, as their name implies, provide some service. Some servers process e-mail; others process Web sites; others process large, shared databases; some process multiuser games; and some process iPad or other device applications. A server is just a computer, but server computers must be fast, and they usually have multiple CPUs. They need lots of main memory, and they require very large disks—often a terabyte or more. Because servers are almost always accessed from another computer via a network, they have limited video displays, or even no display at all. For the same reason, many have no keyboard.
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110) Describe an operating system and an application program.

Answer:  Every computer has an operating system, which is a program that controls that computer's resources. Some of the functions of an operating system are to read and write data, allocate main memory, perform memory swapping, start and stop programs, respond to error conditions, and facilitate backup and recovery. In addition, the operating system creates and manages the user interface, including the display, keyboard, mouse, and other devices. 

Although the operating system makes the computer usable, it does little application-specific work. If you want to write a document or access a database, you need application programs, such as an iPad weather application or Oracle's customer relationship management (CRM) application.

Both client and server computers need an operating system, though they need not be the same. Further, both clients and servers can process application programs. The application's

design determines whether the client, the server, or both, process it.

Page Ref: 59

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Describe the major types of computer hardware and software used by companies

111) Explain the differences between horizontal-market, vertical-market, and one-of-a-kind application programs.

Answer:  Horizontal-market application software provides capabilities common across all organizations and industries. Word processors, graphics programs, spreadsheets, and presentation programs are all horizontal-market application software. Examples of such software are Microsoft Word, Excel, and PowerPoint. Horizontal market applications are used in a wide variety of businesses across all industries. They are purchased off-the-shelf, and little customization of features is necessary (or possible).

Vertical-market application software serves the needs of a specific industry. Examples of such programs are those used by dental offices to schedule appointments and bill patients. Some vertical applications can be altered or customized. If so, the company that licenses the application software will provide such services for a fee or offer referrals to qualified consultants who can provide this service.

One-of-a-kind application software is developed for a specific, unique need. The IRS develops such software, for example, because it has needs that no other organization has.
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112) Explain the difference between thin clients and thick clients and describe the advantages and disadvantage of each.

Answer:  Applications that process code on both the client and the server are called client-server applications. A thick-client application is an application program that must be preinstalled on the client. A thin-client application is one that runs within a browser and need not be preinstalled. 

Thick and thin clients each have their own advantages and disadvantages. Because thick clients can be larger (they do not have to be downloaded while the user waits), they can have more features and functions. However, they do have to be installed. Periodically, you update to new versions when you sync your phone or otherwise connect to the source of the application. As an individual user, this isn't much of a problem. However, in a large organization, where it is important that everyone use the same version of the same application, such installation and version management is an expensive administrative burden.

Thin-client applications are preferred to thick-client applications because they require only a browser; no special client software needs to be installed. This also means that when a new version of a thin-client application is created, the browser automatically downloads that new code. However, because the code is downloaded during use, thin clients need to be smaller.
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113) What is the difference between open source and closed source?

Answer:  The term open source means that the source code of a program is available to the public. In a closed source project, say Microsoft Office, the source code is highly protected and only available to trusted employees and carefully vetted contractors. Only those trusted programmers can make changes to a closed source project. 

With open source, anyone can obtain the source code from the open source project's Web site. Programmers alter or add to this code depending on their interests and goals. In most cases, programmers can incorporate code they find into their own projects. They may be able to resell those projects depending on the type of license agreement the project uses.
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114) Why do programmers contribute to open source projects?

Answer:  Programming is an intense combination of art and logic, and designing and writing a complicated computer program is exceedingly pleasurable (and addictive). Some people contribute to open source because it gives them the freedom to choose the projects upon which they work. They may have a programming day job that is not terribly interesting. Their job pays the bills, but it is not fulfilling. Another reason for contributing to open source is to exhibit one's skill, both for pride as well as to find a job or employment as a consultant. A final reason is to start a business selling services to support an open source product.
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115) What is a computer network? Explain the different types of computer networks.

Answer:  A computer network is a collection of computers that communicate with one another over transmission lines or wireless. The three basic types of networks are local area networks, wide area networks, and internets.

A local area network (LAN) connects computers that reside in a single geographic location on the premises of the company that operates the LAN. The number of connected computers can range from two to several hundred. The distinguishing characteristic of a LAN is a single location. 

Wide area networks (WANs) connect computers at different geographic locations. With a LAN, an organization can place communication lines wherever it wants, because all lines reside on its premises. The same is not true for a WAN. 

An internet is a network of networks. Internets connect LANs, WANs, and other internets. The most famous internet is "the Internet", the collection of networks that you use when you send e-mail or access a Web site. In addition to the Internet, private networks of networks, called internets, also exist.
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116) How are the computers, printers, and switch on a wired LAN connected?

Answer:  The computers, printers, and switch on a wired LAN are connected using one of two wired media. Most LAN connections are made using unshielded twisted pair (UTP) cable. This cable contains sets of wires that are twisted together to improve signal quality. However, if the connection carries a lot of traffic, the UTP cable may be replaced by optical fiber cables. The signals on such cables are light rays, and they are reflected inside the glass core of the optical fiber cable. In a building with several floors, a switch is placed on each floor, and the computers on that floor are connected to the switch with UTP cable. The switches on each floor connect to each other via the faster-speed optical cable.
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117) Explain the working of a wireless NIC (WNIC).

Answer:  Today, nearly all personal computers and all mobile devices ship from the factory with an onboard WNIC. The WNIC devices connect to an access point which is the component of the LAN device that processes wireless traffic and communicates with the wired switch. Thus, with this design, every device on the LAN, whether wired or wireless, can communicate with every other device. Wireless devices communicate with each other via the access point. If wireless devices need to connect to a wired device, they do so via the access point, then to the switch, and then to the wired devices. Similarly, wired devices communicate with each other via the switch. If the wired devices need to connect to wireless ones, they do so via the switch, then to the access point, and then to the wireless devices.
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118) Describe the three ways in which you can connect your computer to the Internet.

Answer:  A DSL modem is the first modem type. DSL stands for digital subscriber line. DSL modems operate on the same lines as voice telephones, but they operate so that their signals do not interfere with voice telephone service. Because DSL signals do not interfere with telephone signals, DSL data transmission and telephone conversations can occur simultaneously. A device at the telephone company separates the phone signals from the computer signals and sends the latter signal to the ISP. DSL modems use their own protocols for data transmission. 

A cable modem is a second modem type. Cable modems provide high-speed data transmission using cable television lines. The cable company installs a fast, high-capacity optical fiber cable to a distribution center in each neighborhood that it serves. At the distribution center, the optical fiber cable connects to regular cable-television cables that run to subscribers' homes or businesses. Cable modems modulate in such a way that their signals do not interfere with TV signals. 

The third way that you can connect your computer, iPhone, Kindle, iPad or other communicating device is via a WAN wireless connection. Such connections use cell phone technology.
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119) Explain, in general terms, the purpose of each layer in the TCP/IP architecture.

Answer:  The protocols used on the Internet are arranged according to a structure known as the TCP/IP architecture, which is a scheme of five protocol types arranged in layers. The top layer concerns protocols for applications like browsers and Web servers. The next two layers concern protocols about data communications across any internet, including the Internet. The bottom two layers involve protocols that concern data transmission within a network. For example, the IEEE 802.3 and 802.11 LAN protocols and the cell phone protocols operate at the bottom two layers. A protocol is a set of rules and data structures for organizing communication. One or more protocols is defined at each layer. Data communications and software vendors write computer programs that implement the rules of a particular protocol. (For protocols at the bottom layer, the physical layer, they build hardware devices that implement the protocol.)
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120) Explain any three application layer protocols you would encounter in your professional life.

Answer:  Hyper Text Transport Protocol (HTTP) is the protocol used between browsers and Web servers. When you use a browser like Internet Explorer, Safari, or Chrome, you are using a program that implements the HTTP protocol. Your browser sends requests for service encoded in a predefined HTTP request format: The server receives that request; processes the request, say, reserves a room for you; and formats a response in a predefined HTTP response format. A secure version of HTTP called HTTPS is available. Whenever you see https in your browser's address bar, it means you have a secure transmission. SMTP, or Simple Mail Transfer Protocol is used for e-mail transmissions (along with other protocols as well). FTP, or File Transfer Protocol, is used to move files over the Internet. One very common use for FTP is to maintain Web sites. When a Web site administrator wishes to post a new picture or story on a Web server, the administrator will often use FTP to move the picture or other item to the server. Like HTTP, FTP has a secure version as well, but do not assume you are using it.
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121) Define IP, packet, and router.

Answer:  The primary protocol of the internet layer is called IP (Internet Protocol), which is a protocol that specifies the routing of the pieces of your data communication through the networks that comprise any internet (including the Internet). Applications on devices at each of the networks receive a portion of your message and route it to another computer in its network or to another network altogether.

A packet is a piece of a message that is handled by programs that implement IP. 

A router is a special purpose computer that moves packet traffic according to the rules of the IP protocol. Your message is broken into packets, and each packet is sent out onto the Internet. The packet contains the address of where it is supposed to go. Routers along the way receive the packet, examine the destination IP address, and send it either to the desired destination or to another router that is closer to the desired destination.
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122) Describe the three-tier architecture used in most e-commerce applications. 

Answer:  Almost all e-commerce applications use the three-tier architecture, which is an arrangement of user computers and servers into three categories or tiers. The user tier consists of computers, phones, and other devices that have browsers that request and process Web pages. The server tier consists of computers that run Web servers and process application programs. The database tier consists of computers that run a DBMS that processes SQL requests to retrieve and store data.
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123) Define HTML, XML, Flash, Silverlight, and HTML 5.0 and explain their purposes.

Answer:  Hypertext Markup Language (HTML) is the most common language for defining the structure and layout of Web pages. An HTML tag is a notation used to define a data element for display or other purposes. However, HTML has problems and limitations that have been overcome by newer technologies. XML (eXtensible Markup Language) is a markup language that fixes several HTML deficiencies and is commonly used for program-to-program interaction over the Web. Flash is an add-on to browsers that was developed by Adobe and is useful for providing animation, movies, and other advanced graphics inside a browser. Silverlight is a browser add-on that was developed by Microsoft for the same purposes as Flash. Silverlight has newer technology and more functionality than Flash but is less frequently used. Finally, HTML 5.0 is a new version of HTML that also supports animation, movies, and graphics.
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124) What is VPN? Explain its benefits.

Answer:  A virtual private network (VPN) uses the Internet to create the appearance of private point-to-point connections. VPN communications are secure, even though they are transmitted over the public Internet. To ensure security, VPN client software encrypts, or codes, the original message so that its contents are protected from snooping. Then the VPN client attaches the Internet address of the VPN server to the message and sends that package over the Internet to the VPN server. When the VPN server receives the message, it strips its address off the front of the message, decrypts the coded message, and sends the plain text message to the original address on the LAN. In this way, secure private messages are delivered over the public Internet. VPNs offer the benefit of point-to-point leased lines, and they enable remote access, both by employees and by any others who have been registered with the VPN server. For example, if customers or vendors are registered with the VPN server, they can use the VPN from their own sites.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 4   Database Processing

1) If the structure of a list is complex, it is better to use a spreadsheet than a database.

Answer:  FALSE
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2) The database is a self-describing collection of integrated records. 

Answer:  TRUE
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3) In a database, records refer to the data in columns.

Answer:  FALSE
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4) A group of similar rows or records is called a field.

Answer:  FALSE
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5) In a relational database, every table must have a key.

Answer:  TRUE
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6) Relationships between tables in a relational database are accomplished by associating a foreign key in one table with a key field in another.

Answer:  TRUE
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7) A database is called self-describing because it reduces data duplication.

Answer:  FALSE
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8) Metadata are data that describe data.

Answer:  TRUE
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9) The format of metadata is consistent across all software products used to process databases. 

Answer:  FALSE
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10) The database management system is a program used to create, process, and administer a database.

Answer:  TRUE
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11) Database management systems are mostly developed by the organizations that use them.

Answer:  FALSE
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12) Access and SQL Server are examples of DBMS products.

Answer:  TRUE
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13) A DBMS is a software program; a database is a collection of tables of data, relationships, and metadata.

Answer:  TRUE
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14) Database developers use the DBMS to create tables, relationships, and other structures in the database.

Answer:  TRUE
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15) Structured Query Language is an international standard language for processing a database.

Answer:  TRUE
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16) SQL can be used to create databases and database structures.

Answer:  TRUE
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17) One of the functions of a DBMS is to provide tools to assist in the administration of the database.

Answer:  TRUE
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18) One of the development tasks of the database administrator is to develop a system to record and manage resolution of problems.

Answer:  FALSE
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19) Adaptation tasks for a database refer to backup and recovery processes.

Answer:  FALSE
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20) To determine processing rights/restrictions on each table and column is an important operational task of the database administrator.

Answer:  TRUE
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21) A database application is a collection of forms, reports, queries, and application programs that use the DBMS to process a database.

Answer:  TRUE
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22) A single database can have only one application and user.

Answer:  FALSE
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23) Pure database data are valuable, but they are not pertinent or useful in raw form.

Answer:  TRUE
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24) Application programs do not allow database processing over the Internet.

Answer:  FALSE
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25) The lost update problem can be solved by locking, which allows coordination of user activities. 

Answer:  TRUE
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26) A single-user database cannot be converted to a multi-user database.

Answer:  FALSE
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27) Enterprise DBMS products process large organizational and workgroup databases.

Answer:  TRUE
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28) Access is both a DBMS and an application development product.

Answer:  TRUE
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29) Before building a database, developers construct a logical representation of its data called a data model.

Answer:  TRUE
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30) User requirements from a database are summarized in a data model.

Answer:  TRUE
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Course LO:  Discuss best practices for using and managing databases

31) Both the E-R data model and UML are tools used for constructing data models. 

Answer:  TRUE
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Course LO:  Discuss best practices for using and managing databases

32) Unified Modeling Language (UML) is the most commonly used tool for data modeling. 

Answer:  FALSE

Page Ref: 105

Difficulty:  Easy
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Chapter LO:  4
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33) An entity is something that the users want to track, and attributes are those that describe their characteristics.

Answer:  TRUE
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34) In a data model, entities always represent physical objects. 

Answer:  FALSE
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AACSB:  Use of information technology

Chapter LO:  4
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35) An identifier is an attribute (or group of attributes) whose value is associated with one and only one entity instance.

Answer:  TRUE
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36) Attributes describe the characteristics of an entity.

Answer:  TRUE
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AACSB:  Use of information technology

Chapter LO:  4
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37) When there are same number of entities on each side of the relationship, an N:M relationship can be referred to as an N:N relationship.

Answer:  TRUE
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38) All entity relationships are represented using crow's foot diagrams.

Answer:  FALSE
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39) The crow's-foot notation can show the maximum cardinality involved in a relationship. 

Answer:  TRUE
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Difficulty:  Easy
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Chapter LO:  4
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40) Normalization is the process of converting a poorly structured table into two or more well-structured tables.

Answer:  TRUE
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41) The database design team transforms entities into tables and expresses relationships by defining foreign keys.

Answer:  TRUE
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42) A data integrity problem is created due to inconsistent data in the database.

Answer:  TRUE
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43) The data integrity problem occurs only if data are duplicated.

Answer:  TRUE
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44) Normalized tables cannot eliminate data duplication, but they can be faster to process.

Answer:  FALSE
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Chapter LO:  5
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45) The general goal of normalization is to construct tables such that every table has a single topic or theme.

Answer:  TRUE
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46) Normalization is the only criterion for evaluating database designs.

Answer:  FALSE
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47) A foreign key must be added to at least one of the tables when using the relational model.

Answer:  TRUE
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48) Database administrators are the final judges as to what data the database should contain and how the records in that database should be related to one another.

Answer:  FALSE
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49) The easiest time to change the database structure is during the data modeling stage.

Answer:  TRUE
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50) Surrogate keys are unique identifiers assigned by the DBMS.

Answer:  TRUE
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Chapter LO:  7
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51) A(n) ________ is a self-describing collection of integrated records.

A) identifier

B) key

C) entity

D) database

Answer:  D
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52) In a database, a ________ refers to a character of data.

A) byte

B) form

C) query

D) key

Answer:  A
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53) Bytes are grouped into columns, which are also called ________. 

A) rows

B) fields

C) files

D) bits

Answer:  B
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54) In a database, rows are also known as ________.

A) fields

B) bytes

C) forms

D) records

Answer:  D
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55) A ________ is a column or group of columns that identifies a unique row in a table.

A) query

B) record

C) form

D) key

Answer:  D
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56) Databases that are organized in the form of tables and represent interconnections using foreign keys are called ________.

A) object databases

B) network databases

C) relational databases

D) hierarchical databases

Answer:  C
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57) In a relational database, every table must have a ________.

A) client

B) field

C) key

D) query

Answer:  C
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58) A database is considered self-describing because ________.

A) all the users' data are in one place

B) it contains data about the data

C) it contains a listing of all the programs that use it

D) it does not allow data duplication

Answer:  B
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59) A ________ is a program used to create, process, and administer a database.

A) distributed data store

B) database model

C) database transaction

D) database management system

Answer:  D
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60) Which of the following is a license-free, open-source database management system?

A) DB2

B) Microsoft Access

C) MySQL

D) Oracle Database

Answer:  C
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61) Which of the following is a popular DBMS product from Microsoft?

A) PowerPoint

B) Outlook

C) Silverlight

D) Access

Answer:  D
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62) A ________ is a software program; while a ________ is a collection of tables of data, relationships, and metadata.

A) database; DBMS

B) DBMS; database

C) spreadsheet; DBMS

D) database; spreadsheet

Answer:  B
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63) ________ is an international standard language for processing a database and is supported by all major DBMS products.

A) D4

B) SQL

C) MXML

D) DB2

Answer:  B
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64) Which of the following statements about Structured Query Language is true?

A) SQL is a product-specific language used only with MySQL applications.

B) SQL is the industry standard language used in the U.S., but not elsewhere.

C) SQL is an international standard language for processing a database.

D) Major DBMS products do not accept and process SQL statements.

Answer:  C
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65) Which of the following database administration tasks is associated with database development?

A) monitoring database performance

B) monitoring backup procedures

C) managing configuration change

D) validating the data model

Answer:  D
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66) Which of the following database administration tasks is associated with database operation?

A) evaluating application design

B) forming a steering committee

C) tracking and resolving problems 

D) conducting training

Answer:  C
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67) Which of the following database administration tasks is associated with database backup and recovery?

A) managing security and ensuring that security system works

B) conducting training for users and operations personnel on various procedures

C) developing a system to record and prioritize requests for change

D) ensuring that all appropriate user input is considered when designing a database

Answer:  B

Page Ref: 99

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  3

Course LO:  Discuss best practices for using and managing databases

68) Which of the following is a database adaptation task?

A) monitoring database performance

B) managing configuration change

C) monitoring backup procedures

D) tracking problems and managing resolution

Answer:  B
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69) A ________ is a collection of forms, reports, queries, and application programs that use the DBMS to process a database. 

A) foreign key

B) surrogate key

C) database application

D) data model

Answer:  C
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Course LO:  Discuss best practices for using and managing databases

70) Reports are used to ________.

A) read, insert, modify, and delete data

B) create and administer a database

C) show data in a structured context

D) minimize the use of SQL in a database

Answer:  C
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71) Joanna wants to find a particular report containing the sales analyses of the company for the second and third quarters of the year. After accessing the DBMS, she should type in the keyword into a ________ to locate what she is looking for.

A) surrogate key

B) foreign key

C) query form

D) data model

Answer:  C
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72) Which of the following is true of database application programs?

A) They cannot enable database processing over the Internet.

B) They are less effective than forms for non-standard functions.

C) They allow modification, but not deletion, of database data.

D) They process logic that is specific to a given business need.

Answer:  D
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73) An important use of database application programs is to ________. 

A) control a particular computer's resources

B) enhance the computer's performance

C) generate data that describe data

D) enable database processing over the Internet

Answer:  D
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74) The lost update problem occurs when ________.

A) multiple users make changes to a database 

B) a single row holds multiple values

C) a user uses a personal rather than an enterprise database

D) a multi-user database is converted to a single-user database

Answer:  A
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75) A multi-user data base must implement ________ to prevent a lost update problem.

A) encryption

B) locking

C) decryption

D) anti-virus software

Answer:  B
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76) Which of the following is a popular enterprise DBMS product?

A) Access

B) SQL Server

C) dBase

D) FoxPro

Answer:  B
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77) Enterprise DBMS products ________. 

A) support a maximum of two users

B) process large organizational and workgroup databases

C) support only a single database application

D) support only personal or workgroup applications

Answer:  B
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78) In which of the following cases would the user(s) use a personal rather than an enterprise DBMS?

A) A startup company needs a database that can accommodate its 150 employees and be expanded to include more users.

B) A professor needs to maintain a database of his students' attendance and marks for the term.

C) Gensys needs a DBMS that is accessible across its locations around the world.

D) A university needs a database that can be accessed by students from all its departments.

Answer:  B
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79) Qtopia Inc. needs a database system which can support approximately 20 trillion bytes of data and 5000 users within the organization. Which of the following DBMS products would be appropriate?

A) Paradox

B) FoxPro

C) Access

D) SQL Server

Answer:  D
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80) Before building a database, a developer must construct a logical representation of the database called a(n) ________.

A) flowchart

B) data model

C) algorithm

D) data flow diagram

Answer:  B
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81) Developers use ________ to define the entities that will be stored in the database and the relationships among those entities.

A) the waterfall model

B) spiral models

C) incremental models

D) the E-R data model

Answer:  D
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82) A(n)________ is an attribute (or group of attributes) whose value is associated with one and only one entity instance. 

A) relationship

B) query

C) identifier

D) primary key

Answer:  C
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83) In entity-relationship diagrams, crow's feet indicate ________.

A) relationships between the various items

B) the number of attributes each entity possesses

C) whether a database is single-user or multi-user

D) the number of applications in a database

Answer:  A
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84) Many-to-many relationships are indicated using the ________ notation.

A) N:N

B)  1:N

C)  M:1

D)  N:M

Answer:  D
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85) In a university, a single student can be associated to many classes and one class can be associated to many students. This is an example of a(n) ________.

A) 1:N relationship

B) N:1 relationship

C) N:N relationship

D) N:M relationship

Answer:  D
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86) An N:M relationship cannot be written as N:N, because ________.

A) N:N is similar to 1:N relationship, which is a one-to-many relationship

B) N:N implies that the relationship is between two of the same kind of entity

C) N:N implies that there are the same number of entities on each side of the relationship

D) N:N implies that the relationship is within a single entity

Answer:  C
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87) Which of the following is true of N:M relationships?

A) The number of entities on each side cannot be different.

B) More than one entity is allowed on each side of the relationship.

C) One side must have a greater number of entities than the other.

D) They are also called one-to-many relationships.

Answer:  B
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88) ________ refers to the number of entities that can be involved in a relationship.

A) Attribute

B) Normal form

C) Identifier

D) Cardinality

Answer:  D
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89) Constraints on the number of entities that can be in a relationship are called ________.

A) normal forms

B) minimum cardinalities

C) queries

D) primary keys

Answer:  B
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90) The process of converting poorly structured tables into two or more well-structured tables is called ________.

A) conversion

B) certification

C) normalization

D) simplification

Answer:  C
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91) ________ is the process of converting a data model into tables, relationships, and data constraints. 

A) Data acquisition

B) Database design

C) Data enrichment

D) Data warehousing

Answer:  B
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92) The database design team transforms entities into ________.

A) normal forms

B) foreign keys

C) tables

D) bytes

Answer:  C
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93) The database design team expresses relationships by defining ________.

A) normal forms

B) foreign keys

C) attributes

D) queries

Answer:  B
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94) Bill, a database designer, says that the tables in the manager's database are not normalized. What does he mean by this? 

A) He means that the tables have irregular, not-normal data.

B) He means that the tables have a format that could cause data integrity problems.

C) He means that the tables do not have duplicated data.

D) He means that the tables do not represent entities.

Answer:  B
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95) Every normalized table has ________.

A) multiple topics

B) data integrity problems

C) a single theme

D) duplicated data

Answer:  C
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96) The easiest time to change the database structure is during the ________ stage.

A) data modeling

B) data warehousing

C) database design

D) data entry

Answer:  A
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97) What is a database? Explain the contents of a database.

Answer:  A database is a self-describing collection of integrated records. A byte is a character of data. In databases, bytes are grouped into columns. Columns or fields, in turn, are grouped into rows, which are also called records. The collection of data for all columns is called a row or a record. Finally, a group of similar rows or records is called a table or a file. A database is a collection of tables plus relationships among the rows in those tables, plus special data, called metadata, that describe the structure of the database.

Page Ref: 93

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Discuss best practices for using and managing databases

98) What are metadata? How are metadata used in databases?

Answer:  Databases are self-describing because they contain not only data, but also data about the data in the database. Metadata are data that describe data. The presence of metadata makes databases much more useful. Because of metadata, no one needs to guess, remember, or even record what is in the database. To find out what a database contains, a user just looks at the metadata inside the database.
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99) What are the components of a database application system?

Answer:  The three major components of a database application system are the database, the DBMS, and one or more database applications. Database application systems also have three other components: hardware, people and procedures. A database management system (DBMS) is a program used to create, process, and administer a database. 
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100) What is a database management system (DBMS)? How does it differ from a database?

Answer:  A database management system (DBMS) is a program used to create, process, and administer a database. A DBMS is a software program; a database is a collection of tables of data, relationships, and metadata. The two are very different in nature.
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101) What are the functions of a DBMS?

Answer:  

1. Creating the database and its structures

Database developers use the DBMS to create tables, relationships, and other structures in the database. To create a new table, the developer just fills the new table's metadata into the form. To modify an existing table, for example to add a new column, the developer opens the metadata form for that table and adds a new row of metadata.

2. Processing the database

The second function of the DBMS is to process the database. Such processing can be quite complex, but, fundamentally, the DBMS provides four processing operations: read, insert, modify, or delete data.

3. Administering the database

A third DBMS function is to provide tools to assist in the administration of the database. Database administration involves a wide variety of activities.
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102) What is SQL?

Answer:  Structured Query Language (SQL) is an international standard language for processing a database. All major DBMS products accept and process SQL statements. SQL is an international standard for processing a database. SQL can also be used to create databases and database structures.
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103) Explain the database administration tasks associated with the development of databases.

Answer:  For important databases, most organizations dedicate one or more employees to the role of database administration (DBA). Tasks associated with the development of a database include:

1. Create and staff DBA function - The size of a DBA group depends on size and complexity of database. Groups range from one part-time person to small group.

2. Form a steering committee - This consists of representatives of all user groups. It is a forum for community-wide discussions and decisions.

3. Specify requirements - It must be ensured that all appropriate user input is considered.

4. Validate data model - The data model must be checked for accuracy and completeness.

5. Evaluate application design - The employee must verify that all necessary forms, reports, queries, and applications are developed and validate the design and usability of application components.
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104) Explain the different operation database administration tasks.

Answer:  For important databases, most organizations dedicate one or more employees to the role of database administration (DBA). Tasks associated with the operation of a database include:

1. Managing processing rights and responsibilities - Determining processing rights/restrictions on each table and column.

2. Managing security - Adding and deleting users and user groups as necessary; ensuring that the security system works.

3. Tracking problems and managing resolution - Developing a system to record and manage resolution of problems.

4. Monitoring database performance - Providing expertise/solutions for performance improvements.

5. Managing the DBMS - Evaluating new features and functions.
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105) Explain the different database administration tasks associated with the backup and recovery of databases.

Answer:  For important databases, most organizations dedicate one or more employees to the role of database administration (DBA). Tasks associated with the operation of a database include:

1. Monitoring backup procedures - Verifying that database backup procedures are followed.

2. Conducting training- Ensuring that users and operations personnel know and understand recovery procedures.

3. Managing recovery - Managing the recovery process.
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106) Explain the different database administration tasks associated with the adaptation of databases.

Answer:  For important databases, most organizations dedicate one or more employees to the role of database administration (DBA). Tasks associated with the adaptation of a database include:

1. Setting up a request tracking system - Developing a system to record and prioritize requests for change.

2. Managing configuration change - Managing the impact of database structure changes on applications and users.
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107) Why are database application programs needed?

Answer:  Forms, reports, and queries work well for standard functions. However, most applications have unique requirements that a simple form, report, or query cannot meet. Application programs process logic that is specific to a given business need. Another important use of application programs is to enable database processing over the Internet. For this use, the application program serves as an intermediary between the Web server and the database. The application program responds to events, such as when a user presses a submit button; it also reads, inserts, modifies, and deletes database data. Users with browsers connect to the Web server via the Internet. The Web server directs user requests to the appropriate application program. Each program then processes the database as necessary.
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108) Explain the differences between Enterprise DBMS and Personal DBMS.

Answer:  DBMS products fall into two broad categories. Enterprise DBMS products process large organizational and workgroup databases. These products support many, possibly thousands, of users and many different database applications. Such DBMS products support 24/7 operations and can manage databases that span dozens of different magnetic disks with hundreds of gigabytes or more of data. IBM's DB2, Microsoft's SQL Server, and Oracle's Oracle Database are examples of enterprise DBMS products. Personal DBMS products are designed for smaller, simpler database applications. Such products are used for personal or small workgroup applications that involve fewer than 100 users, and normally fewer than 15. In fact, the great bulk of databases in this category have only a single user. 
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109) Explain the Entity-Relationship Data Model, using an example.

Answer:  The entity-relationship (E-R) data model is a tool for constructing data models. Developers use it to describe the content of a data model by defining the things (entities) that will be stored in the database and the relationships among those entities. An entity is something that the users want to track. Examples of entities are Order, Customer, Salesperson, and Item. Some entities represent a physical object, such as Item or Salesperson; others represent a logical construct or transaction, such as Order or Contract. Entities have attributes that describe characteristics of the entity. Example attributes of Order are OrderNumber, OrderDate, SubTotal, Tax, Total, and so forth. Example attributes of Salesperson are SalespersonName, Email, Phone, and so forth. Entities also have an identifier, which is an attribute (or group of attributes) whose value is associated with one and only one entity instance. For example, OrderNumber is an identifier of Order, because only one Order instance has a given value of OrderNumber. For the same reason, CustomerNumber is an identifier of Customer. If each member of the sales staff has a unique name, then SalespersonName is an identifier of Salesperson. Entities have relationships to each other. An Order, for example, has a relationship to a Customer entity and also to a Salesperson entity. 
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110) With the help of a diagram, explain the difference between one-to-many and many-to-one relationships. 

Answer:  Consider an entity-relationship diagram for students and advisers in a university. A department can have many advisers, but an adviser has at most one department. Such a relationship is called 1:N, or one-to-many relationship. Again, an adviser can be related to many students and a student can be related to many advisers. Relationships like this one are called N:M, or many-to-many relationships, because one adviser can have many students and one student can have many advisers.

(Students' answers may vary.)
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111) Explain the significance of using N:M and not N:N to describe many-to-many entity relationships.

Answer:  The N:M (many-to-many) relationship is not written as N:N, because that notation would imply that there are the same number of entities on each side of the relationship, which is not necessarily true. N:M means that more than one entity is allowed on each side of the relationship and that the number of entities on each side can be different.
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112) What are maximum cardinalities and minimum cardinalities?

Answer:  The maximum number of entities that can be involved in a relationship are called the relationship's maximum cardinality. Common examples of maximum cardinality are 1:N, N:M, and 1:1. The minimum number of entities required in the relationship or the constraints on minimum requirements are called minimum cardinalities.
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113) Explain the importance of normalization for a database.

Answer:  A data integrity problem is the situation that exists when the database contains inconsistent data. Data integrity problems are serious. A table that has data integrity problems will produce incorrect and inconsistent data. The data integrity problem can occur only if data are duplicated. Because of this, one easy way to eliminate the problem is to eliminate the duplicated data. The general goal of normalization is to construct tables such that every table has a single topic or theme. This is true of databases as well; every table should have a single theme. Database practitioners classify tables into various normal forms, which are classifications of tables according to the kinds of problems they have. Transforming a table into a normal form to remove duplicated data and other problems is called normalizing the table. Normalization is the process of converting a poorly structured table into two or more well-structured tables. 
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114) Explain the process of database design.

Answer:  

1. Representing each entity with a table

– Entity identifier becomes table key

– Entity attributes become table columns

2. Normalizing tables as necessary

3. Representing relationships

– Use foreign keys

– Add additional tables for N:M relationships

(Students' answers may vary.)
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115) What is the user's role in the development of databases?

Answer:  A database is a model of how the users view their business world. This means that the users are the final judges as to what data the database should contain and how the records in that database should be related to one another. User review of the data model is crucial. When a database is developed for one's use, the users must carefully review the data model. If they do not understand any aspect of it, they should ask for clarification. Entities must contain all of the data the users need to do their jobs, and relationships must accurately reflect the users' view of the business. If the data model is wrong, the database will be designed incorrectly, and the applications will be difficult to use, if not worthless.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 5   Using IS to Improve Processes

1) Operational processes are commonplace, routine, everyday business processes.

Answer:  TRUE
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2) Once defined, the procedures or instructions for operational processes are changed very infrequently.

Answer:  TRUE
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3) Strategic processes focus on the use of resources.

Answer:  FALSE
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4) Managerial processes include planning, assessing, and analyzing the resources used by a company in pursuit of its objectives.

Answer:  TRUE
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5) Strategic processes seek to resolve issues that have a long-range impact on the organization.

Answer:  TRUE
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6) Because judgment and a tolerance for ambiguity are important, managerial processes typically have more human actors than strategic processes.

Answer:  FALSE
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7) An objective is a desired goal an organization has decided to pursue.

Answer:  TRUE
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8) The process objective of effectiveness is defined as the creation of more output with the same inputs or the same output with fewer inputs.

Answer:  FALSE
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9) An efficient objective is one that focuses on doing the right things, thereby helping achieve organizational strategy.

Answer:  FALSE
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10) Efficient objectives seek to conserve limited resources while effective objectives help achieve company strategy.

Answer:  TRUE
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11) Efficiency and effectiveness occur only at the operational and strategic levels of processes.

Answer:  FALSE
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12) Inbound logistics receives, stores, and disseminates product input.

Answer:  TRUE
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13) Procurement is an operational process that acquires goods and services.

Answer:  TRUE
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14) An example of a strategic inbound logistics process is the evaluation of potential suppliers.

Answer:  TRUE
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15) Service processes transform inputs into outputs.

Answer:  FALSE
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16) Inbound logistics processes include scheduling the equipment, people, and facilities necessary to build or assemble a product or provide a service.

Answer:  FALSE
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17) Outbound logistics processes collect, store, and distribute products to buyers.

Answer:  TRUE
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18) Service processes concern the management of finished-goods inventory and the movement of goods from that inventory to the customer.

Answer:  FALSE
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19) Evaluating customer complaint patterns is an example of an operational customer service process.

Answer:  FALSE

Page Ref: 132

Difficulty:  Easy

Chapter LO:  2

Course LO:  Discuss the role of information systems in supporting business processes

20) Sales and marketing provide the means and incentives for customers to purchase a product or service.

Answer:  TRUE
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21) Providing after-sales support to enhance or maintain the value of a product is called service.

Answer:  TRUE
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22) Human resources processes assess the motivations and skills of employees; create job positions; investigate employee complaints; and staff, train, and evaluate personnel.

Answer:  TRUE
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23) Technology development processes include designing, testing, and developing technology in support of the primary activities in the value chain.

Answer:  TRUE
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24) A strategic technology development process estimates the time required for each step in a software development process.

Answer:  FALSE
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25) A managerial technology development process decides if a particular technology will be purchased or developed by the company.

Answer:  FALSE
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26) The first step in the OMIS model is to specify and, if possible, improve how each objective is measured.

Answer:  FALSE
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27) The OMIS model requires that each process have explicitly stated objectives.

Answer:  TRUE
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28) Metrics are quantities assigned to attributes.

Answer:  TRUE
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29) A reasonable measure is accurate and consistent.

Answer:  FALSE
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30) Accurate measures are exact and precise.

Answer:  TRUE
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31) Consistent measures are reliable.

Answer:  TRUE
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32) One way to improve a process with IS is to improve the links among activities in the same process or among activities in different processes.

Answer:  TRUE
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33) The impact of one activity on another activity is called an actor.

Answer:  FALSE
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34) One of the ways IS helps improve a process is by improving the control over the process.

Answer:  TRUE
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35) A common method used to control processes in organizations is linkage. 

Answer:  FALSE
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36) The most significant technology for improving business processes is ERP systems.

Answer:  TRUE
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37) A business can improve a process by adding resources to a given process without changing its structure.

Answer:  TRUE
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38) One cannot alter a business process without changing its structure.

Answer:  FALSE
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39) It is possible to change the arrangement of the activities of a process without changing resource allocations.

Answer:  TRUE
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40) IS and non-IS process improvements are distinct from one another and generally do not overlap. 

Answer:  FALSE
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41) Six Sigma is the most common approach to process improvement in the manufacturing industry.

Answer:  TRUE

Page Ref: 137

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  4

Course LO:  Discuss the role of information systems in supporting business processes

42) Diagrams of suggested improvements are called as-is diagrams.

Answer:  FALSE
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43) Diagrams of current processes are called BPMN diagrams.

Answer:  FALSE

Page Ref: 137

Difficulty:  Easy

Chapter LO:  4

Course LO:  Discuss the role of information systems in supporting business processes

44) Information silos is a condition that exists when data are isolated in separated information systems or when data are duplicated in various places.

Answer:  TRUE
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45) Information silos are meant to make processes efficient and effective.

Answer:  FALSE
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46) One way to eliminate information silos is by storing a single copy of data in a shared database and revising business processes to use that database.

Answer:  TRUE
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47) The advantages of an enterprise system are generally not evident when multiple processes across several departments rely on it.  

Answer:  FALSE
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48) SOA is an IS approach designed to simplify data-sharing among process activities.

Answer:  TRUE
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49) In networks, encapsulation is used to allow devices to communicate containers (packets) of data without being concerned about the data inside.

Answer:  TRUE
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50) Though SOA provides the benefit of automation, it reduces control over activities.

Answer:  FALSE
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51) ________ are commonplace, routine, everyday business processes.

A) Strategic processes

B) Managerial processes

C) Operational processes

D) Transformational processes

Answer:  C
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52) At the electronics store, James is responsible for ordering supplies, paying bills, and ringing up regular customers to inform them about the latest products that are available. James is responsible for the ________ processes at the store.

A) strategic 

B) operational

C) managerial

D) transformational

Answer:  B
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53) Which of the following is true about operational processes?

A) Their procedures and instructions are frequently changed.

B) They rely more on computerized actors than other types of processes.

C) They are supported by executive support systems.

D) They seek to resolve issues that have long-range impact on the organization.

Answer:  B
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54) Which of the following information systems facilitates operational processes?

A) expert systems

B) executive support systems

C) management information systems

D) transaction processing systems

Answer:  D
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55) ________ concern resource use and include planning, assessing, and analyzing the resources used by the company in pursuit of its objectives.

A) Managerial processes

B) Operational processes


C) Transactional processes

D) Strategic processes

Answer:  A
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56) Lindsay's responsibilities at the coffeehouse where she works include assessing seasonal promotions, planning and scheduling cashiers, and determining which personnel to promote. Lindsay is in charge of ________ processes.

A) transformational

B) strategic

C) operational

D) managerial

Answer:  D
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57) Which of the following is true about managerial processes?

A) They are more difficult to change than other types of processes.

B) They seek to resolve issues that have long-range impact on the organization.

C) They rely on fewer computerized actors compared to operational processes.

D) They are facilitated by transaction processing systems.

Answer:  C

Page Ref: 130

Difficulty:  Moderate

Chapter LO:  1

Course LO:  Discuss the role of information systems in supporting business processes

58) Which of the following processes seeks to resolve issues that have long-range impact on the organization?

A) transactional processes

B) operational processes

C) managerial processes

D) strategic processes

Answer:  D
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59) Which of the following is true about strategic processes?

A) They are broad in scope and impact most of the firm.

B) They are concerned primarily with the use of resources.

C) They are facilitated mainly by management information systems.

D) They rely more on computerized actors compared to other types of processes.

Answer:  A
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60) Which of the following information systems facilitates strategic processes?


A) transaction processing systems

B) management information systems

C) executive support systems

D) production systems

Answer:  C
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61) Setting a business's budget and introducing a new product are examples of ________.

A) service processes

B) operational processes

C) managerial processes

D) strategic processes

Answer:  D
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62) When Naomi makes decisions regarding the location of a new franchise for her Italian restaurant and charts out the growth plan for her business over the next 5-8 years, her decisions relate to the ________ processes of her business.

A) strategic

B) operational

C) managerial

D) transactional

Answer:  A
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63) As one of the objectives of processes, ________ means creating more output with the same inputs or the same output with fewer inputs.

A) quality

B) efficiency

C) productivity

D) effectiveness

Answer:  B
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64) A(n)  ________ objective is one that focuses on doing the right things, thereby helping an organization achieve its strategic goals.

A) efficient

B) myopic

C) productive

D) effective

Answer:  D
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65) The most common combination of processes and objectives is when ________ processes combine with efficiency objectives and ________ processes combine with effectiveness objectives.

A) managerial; strategic

B) operational; managerial

C) strategic; managerial

D) operational; strategic

Answer:  D
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66) Which business process is responsible for receiving, storing, and disseminating product inputs?

A) service

B) operations

C) inbound logistics

D) sales and marketing

Answer:  C
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67) Processes such as procurement, managing inventory, and evaluating potential suppliers are a part of ________.

A) inbound logistics

B) operations

C) services

D) outbound logistics

Answer:  A
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68) Vera works at a bakery where she is in charge of ordering ingredients and boxes as well as receiving and paying for these items. Vera is responsible for which of the following inbound logistics processes?

A) order tracking

B) inventory management

C) procurement

D) scheduling maintenance

Answer:  C
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69) An example of a strategic inbound logistics process is ________.

A) evaluating technology acquisition options

B) evaluating customer complaint patterns

C) evaluating outsourcing service options

D) evaluating potential suppliers

Answer:  D
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70) ________ processes schedule the equipment, people, and facilities necessary to build or assemble a product or provide a service.

A) Human resources 

B) Sales and marketing 

C) Outbound logistics 

D) Operations

Answer:  D
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71) At the Subway outlet where Betty works, assembling the sub sandwiches is her responsibility. Betty is responsible for which of the following business processes?

A) human resources processes

B) operations processes

C) inbound logistics processes

D) service processes

Answer:  B
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72) Which of the following business processes is responsible for collecting, storing, and distributing products to buyers?

A) sales and marketing processes

B) outbound logistics processes

C) service processes

D) operations processes

Answer:  B
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73) The sales process that records the sales order, ships the product, and bills the customer is a(n) ________ process. 

A) outbound logistics 

B) marketing

C) service

D) operations

Answer:  A
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74) Which of the following is an example of a strategic sales and marketing process?

A) evaluating promotional discounts

B) awarding a refund

C) contacting customers about promotional offers

D) launching a new product

Answer:  D
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75) Which of the following is an example of a managerial sales and marketing process?

A) awarding a refund

B) evaluating promotional discounts

C) opening a new restaurant

D) determining the payment policy

Answer:  B
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76) Operational customer service processes include ________.

A) awarding refunds

B) evaluating customer complaint patterns

C) tracking orders

D) training service personnel

Answer:  C
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77) ________ include determining pay scales and authorizing types of incentives.

A) Strategic service processes

B) Strategic human resources processes

C) Strategic marketing processes

D) Strategic operations processes

Answer:  B
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78) Jennifer was hired recently by a software firm to investigate employee complaints and train and evaluate personnel. Jennifer is in charge of which of the following business processes?

A) operations processes

B) service processes

C) technology development processes

D) human resources processes

Answer:  D
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79) Which of the following is an example of a strategic human resources process?

A) deciding the organizational structure

B) recruiting skilled personnel

C) assessing employee performance

D) evaluating customer complaint patterns

Answer:  A
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80) A(n) ________ technology development process tests whether newly developed software is able to handle tens of thousands of possible keystroke entries.

A) operational

B) managerial

C) transformational

D) strategic

Answer:  A
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81) A managerial technology development process includes ________.

A) improving the links among activities in the same process or among activities in different processes

B) testing whether a newly developed software can handle thousands of possible keystroke entries

C) deciding if a particular technology will be purchased or developed by the company

D) estimating the time required for each step in a software development process

Answer:  D
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82) A(n)________ technology development process decides if a particular technology will be purchased or developed by the company.

A) strategic 

B) managerial

C) operational

D) transactional

Answer:  A
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83) The first step in the OMIS model is ________.

A) to identify information systems that can improve the process

B) to improve how each objective is measured

C) to specify and, if possible, improve the objectives for the process

D) to improve control of the process

Answer:  C
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84) The second step in the OMIS model is ________.

A) to identify information systems that can improve the process

B) to specify and, if possible, improve how each objective is measured

C) to improve the objectives for the process

D) to improve control of the process

Answer:  B
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85) ________ are quantities assigned to attributes.

A) Codes

B) Semantics

C) Metrics

D) Silos

Answer:  C
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86) A ________ measure is a measure that is valid and compelling.

A) consistent

B) reasonable

C) direct

D) variable

Answer:  B
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87) ________ measures are exact and precise.

A) Accurate

B) Consistent

C) Direct

D) Reasonable

Answer:  A
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88) What are the characteristics of good process measures?

A) directness; accuracy; reasonability

B) validity; simplicity; directness 

C) consistency; accuracy; simplicity

D) reasonability; accuracy; consistency

Answer:  D
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89) Consistent measures are ________.

A) reasonable

B) reliable

C) precise

D) direct

Answer:  B
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90) Linkage is defined as ________.

A) a subset of the activities in a process performed by a particular actor

B) a sequence of activities for accomplishing a function

C) processes that facilitate interprogram communication and data sharing

D) the impact of one activity on another activity

Answer:  D
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91) Information systems help improve business processes in all of the following ways EXCEPT ________.

A) by improving one of the activities in a process

B) by improving the links among activities in different processes

C) by duplicating the data available in a shared database

D) by improving control of the process

Answer:  C

Page Ref: 135-136

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  4

Course LO:  Discuss the role of information systems in supporting business processes

92) The most significant technology for improving business processes is ________.

A) TPS

B) ESS

C) ERP 

D) CDMA 

Answer:  C
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93) Which of the following approaches to improvement seeks to improve process outputs by removing causes of defects and minimizing variability in the process?

A) game theory

B) Six Sigma

C) the OMIS model

D) linkage

Answer:  B
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94) As-is diagrams are ________.

A) diagrams provided by the redesign team

B) diagrams of current processes that need no improvement

C) diagrams of the current process

D) diagrams of suggested improvements to a process

Answer:  C
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95) Ought-to-be diagrams are ________.

A) diagrams of the current process

B) diagrams of current processes that need no improvement

C) diagrams provided as inputs to the redesign team 

D) diagrams of suggested improvements to a process

Answer:  D
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96) ________ refers to a condition that exists when data are isolated in separated information systems or when data are duplicated in various places.

A) Encapsulation

B) Information silos

C) Data warehousing

D) Metadata publishing

Answer:  B
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97) Why do organizations store data in separate databases?

A) Departmental personnel generally keep away from matters relating to database management.

B) Different departments tend to have different objectives.

C) Departments are not expected to share their data as it is considered confidential.

D) Enterprise systems are quite affordable and easy to implement.

Answer:  B
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98) Which of the following is true regarding SOA?

A) It enables the development of middleware, thereby facilitating interprogram communication and data sharing.

B) It is a type of software in which every activity is modeled as an encapsulated service. 

C) Its applicability is limited to those business processes that are fully automated.

D) It lacks the adaptability and flexibility found in client server architecture.

Answer:  A
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99) What are the three terms represented in the philosophy of SOA?

A) orientation; standards; encapsulation

B) service; encapsulation; standards

C) encapsulation; standards; design

D) standards; design; orientation

Answer:  B
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100) In the case of SOA, ________ allow(s) devices to communicate containers of data without being concerned about the data inside. 

A) encapsulation

B) standards

C) silos

D) linkage

Answer:  A
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101) What are operational processes?

Answer:  Operational processes are commonplace, routine, everyday business processes. At a pizza shop, for example, these include ordering supplies, paying bills, and ringing up customers. The procedures, or instructions, for these processes are changed very infrequently and, typically, they rely more on computerized actors than do other types of processes. Because many actors contribute to this process, changing them is more difficult than changing other types of processes. Information systems that facilitate operational processes are sometimes called transaction processing systems (TPS). 
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102) What are managerial processes?

Answer:  Managerial processes concern resource use. These processes include planning, assessing, and analyzing the resources used by the company in pursuit of its objectives. Managerial processes occur much less frequently and with many fewer computerized actors than operational processes have. At a pizza franchise, for example, these processes include assessing seasonal promotions, planning and scheduling cashiers, and determining which personnel to promote. Information systems that facilitate managerial processes are sometimes called management information systems (MIS).
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103) What are strategic processes? How are they different from managerial and operational processes?

Answer:  Strategic processes seek to resolve issues that have long-range impact on the organization. These processes have broad scope and impact most of the firm. Because judgment and a tolerance for ambiguity are important, strategic processes typically have more human actors than do operational or managerial processes. Examples of strategic processes include determining where to locate a new restaurant, setting a business's budget, and introducing a new product. Information systems that support strategic processes are sometimes called executive support systems (ESS).
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104) What is an objective? 

Answer:  An objective is a desired goal an organization has decided to pursue. These objectives can be classified as efficient or effective. A valuable way to understand how processes differ is to consider their objectives.
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105) Differentiate between efficient and effective objectives.

Answer:  Efficiency means creating more output with the same inputs or the same output with fewer inputs. As an example, a pizza shop might try to improve the efficiency of the delivery process. To do so, the shop may specify an objective of reducing unnecessary delays.

An effective objective helps achieve organizational strategy. As an example, a pizza shop depends heavily on pizza sales to college students. As a result, one objective of the sales process is to sell to freshmen.

To summarize, efficient objectives seek to conserve limited resources; effective objectives help achieve company strategy. In other words, effectiveness is doing the right things, whereas efficiency is doing things right.
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106) What are inbound logistics processes? Explain with the help of an example.

Answer:  Inbound logistics receives, stores, and disseminates product input. Processes in inbound logistics listed include procurement, managing inventory, and evaluating potential suppliers. 

Procurement is an operational process that acquires goods and services. Procurement activities at a pizza shop, for example, would include ordering ingredients and boxes, as well as receiving and paying for those items. Inventory management processes use past data to compute stocking levels, reorder levels, and reorder quantities in accordance with inventory policy. An example of a strategic inbound logistics process is the evaluation of potential suppliers. When the pizza shop orders ingredients, it only uses suppliers who were previously approved by the strategic process called supplier selection.
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107) Briefly describe the role of operations as one of the primary activities in the value chain.

Answer:  Operations transform inputs into outputs. Operations processes schedule the equipment, people, and facilities necessary to build or assemble a product or provide a service. For example, assembling and baking pizzas at a pizza shop are two operational operations processes. An example of a management operations process is scheduling maintenance on the ovens. Strategic processes evaluate if the pizza company should open another restaurant or change its menu.
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108) What are outbound logistics processes?

Answer:  Outbound logistics processes collect, store, and distribute products to buyers. They are concerned with the management of finished-goods inventory and the movement of goods from that inventory to the customer. These processes are especially prominent for nonmanufacturers, such as distributors, wholesalers, and retailers.
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109) How does the business process of sales and marketing function?

Answer:  Sales and marketing provide the means and incentives for customers to purchase a product or service. The primary objective of sales and marketing processes is to find prospects and transform them into customers by selling them something. When a pizza chain, for example, mails promotions to prospects it is executing its operational promotion process. Evaluating promotional discounts is a managerial marketing process while strategic marketing processes include launching a new product or opening a new restaurant.
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110) Describe operational, managerial, and strategic service processes, with the help of an example.

Answer:  Providing after-sales support to enhance or maintain the value of a product is called service. Operational customer service processes include tracking orders, providing customer support, and customer support training. Customers call customer service to ask questions about their order status, to query and report problems with their accounts, and to receive assistance with product use. For example, when a customer calls a pizza shop about a late delivery, the store manager initiates a service process. This process records some of the key circumstances for later analysis and awards the customer a discount on a future purchase or the immediate delivery of another pizza. A management service process evaluates customer complaints to determine if there are patterns to the complaints, such as day of the week or a particular delivery person. Evaluating outsourcing service options is a strategic service process.
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111) What are human resources processes? Give examples of operational, managerial, and strategic human resources processes.

Answer:  Human resources processes assess the motivations and skills of employees; create job positions; investigate employee complaints; and staff, train, and evaluate personnel. Operational human resources processes recruit, compensate, and assess employee performance for the organization. Management processes address the development and training of the organization's work force and planning for future needs. Strategic processes in human resources determine pay scales, authorize types of incentives, and decide organizational structure.
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112) What are technology development processes? Give examples of such processes at the operational, managerial, and strategic level.

Answer:  Technology development processes include designing, testing, and developing technology in support of the primary activities. An operational technology development process tests whether newly developed software can handle tens of thousands of possible keystroke entries. A managerial technology development process is a milestone development process that estimates time required for each step in a software development process. A strategic technology development process decides if a particular technology will be purchased or developed by the company.
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113) Explain the OMIS model.

Answer:  The OMIS model aims to improve business processes. It stands for Objectives, Measures, and Information Systems. Each process has one or more objectives. The first step in the OMIS model is to specify and, if possible, improve the objectives for the process. Often a process will have unstated objectives. The OMIS model requires that each process have explicitly stated objectives. The second step in the model is to specify and, if possible, improve how each objective is measured. Measures, also called metrics, are quantities assigned to attributes. The last step in the OMIS model focuses on improving a process with IS in three ways: by improving one of the activities in the process, by improving the links among activities in the same process or among activities in different processes, and by improving control of the process.
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114) What are the characteristics of a good measure?

Answer:  The best measures are reasonable, accurate, and consistent. A reasonable measure is a measure that is valid and compelling. Accurate measures are exact and precise. To accurately assess an objective, it may be appropriate to have multiple measures. A final characteristic of a good measurement is consistency. A business should develop measures of processes that are reliable; that is, the measure returns the same value if the same situation reoccurs.
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115) Explain the two categories of non-IS process improvement.

Answer:  A business can improve a process by adding resources to a given process without changing its structure. Some processes can also be improved by reducing resources. A second way of altering a business process is to change its structure. Process designers can change the arrangement of the activities of a process without changing resource allocations.
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116) Explain the Six Sigma approach to process improvement.

Answer:  The most common approach to process improvement, particularly in the manufacturing industry, is called Six Sigma. Six Sigma seeks to improve process outputs by removing causes of defects and minimizing variability in the process. Each Six Sigma project follows a very structured sequence of steps with quantified financial measures. Six Sigma gets its name from its goal that 99.99966 percent of process outputs will be free from defects. 
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117) What are information silos? What impact do they have on business processes? How can they be eliminated?

Answer:  Information silos are a condition that exists when data are isolated in separated information systems or when data are duplicated in various places. When duplicated, the data can become inconsistent when changes are made to just one system. Because they operate in isolation from one another, they create islands of automation or information silos that can diminish the efficiency and effectiveness of a process and limit the opportunities to improve it. The most obvious fix to eliminate information silos is to store a single copy of data in a shared database and revise business processes to use that database.
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118) Describe why departments like to control the systems they use. 

Answer:  Given a choice, organizational departments prefer to control the systems they use. Departmental personnel like to control how databases are set up, what the data will look like, and how the database will be updated. Also, a department may have very different objectives than other departments in the firm. These objectives might be to minimize inventory or serve customers. Therefore, a department system that helps accomplish this one objective might be deemed better by the department than an enterprise system that does not support that objective as well. Another reason departments set up their own databases is that they analyze the costs and benefits of the system using their own, fairly narrow measures. Using their own narrow department measures, the advantages of an enterprise system may not be evident. Only when many processes in many departments all rely on the same IS do the savings really accumulate.
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119) Explain why a department may legitimately seek to keep its data in multiple databases.

Answer:  There are legitimate reasons for a department to use its own database. Some processes use sensitive data not needed in other processes, such as tax data for accounting processes and health care claims data for the HR department. Also, a department system can be purchased and implemented more quickly than most enterprise solutions. Finally, departmental IS are much more affordable; enterprise systems can cost as much as 10 to 50 times as much as a single-department application.
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120) What is SOA? How does it improve business processes?

Answer:  Service-oriented architecture (SOA) is a design philosophy in which every activity is modeled as an encapsulated service and exchanges among those services are governed by standards. SOA enables the development of middleware, software that sits between two computer programs and facilitates interprogram communication and data sharing. It offers great flexibility, ease of use, and adaptability.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 6   Supporting Processes with ERP Systems

1) With information silos, the data needed by one process are stored in an information system designed and used in another process.

Answer:  TRUE
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2) Information silos create islands of automation that increase the efficiency and effectiveness of processes and make process integration easy.

Answer:  FALSE
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3) ERP and EAI systems are referred to as enterprise systems.

Answer:  TRUE
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4) An EAI system tackles the problem of information silos by providing layers of software that connect information systems together.

Answer:  TRUE
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5) An EAI system uses a centralized database.

Answer:  FALSE
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6) An EAI system appears as an integrated database to the user.

Answer:  TRUE
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7) The major benefit of an EAI system is that it enables organizations to use existing applications.

Answer:  TRUE
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8) Converting to an EAI system is more disruptive than converting to ERP.

Answer:  FALSE
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9) An ERP product is a suite of software, a database, procedures and a set of processes for supporting business operations with a single, consistent, information system.

Answer:  TRUE
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10) ERP is so named because it attempts to integrate all the resources of an enterprise into a single information system.

Answer:  TRUE
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11) The primary purpose of an ERP system is to enable a gradual move to an EAI system.

Answer:  FALSE
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12) Businesses used information systems to support their processes well before the Internet was invented.

Answer:  TRUE
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13) In the 1970s, manufacturing companies used a software called material requirements planning to efficiently manage inventory, production, and labor.

Answer:  TRUE
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14) Material requirements planning provided financial-tracking capabilities and the opportunity to schedule equipment and facilities.

Answer:  FALSE
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15) JIT synchronizes manufacturing and the supply of materials.

Answer:  TRUE
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16) The Sarbanes-Oxley Act compelled companies to exercise greater control over their financial processes.

Answer:  TRUE
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17) For a product to be considered a true ERP product, it must include applications that integrate the processes in SCM, manufacturing, CRM, HR, and accounting.

Answer:  TRUE
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18) SCM includes procurement, sales order processing, inventory management, supplier management, and other related activities.

Answer:  TRUE
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19) CRM includes activities such as manufacturing scheduling, capacity planning, quality control, and other related activities.

Answer:  FALSE
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20) Accounting includes activities such cash management and fixed-asset accounting.

Answer:  TRUE
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21) An ERP solution cannot be partially implemented.

Answer:  FALSE
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22) The customization of ERP software to meet customer requirements without changing program code is called configuration.

Answer:  TRUE
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23) If a new ERP customer has requirements that cannot be met via configuration, then the customer must turn to an EAI system.

Answer:  FALSE
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24) Application code can be added to any ERP implementation using specific application languages such as Java.

Answer:  TRUE
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25) Custom software is expensive both initially and in the long-term because it is not guaranteed to work with newer versions of ERP software.

Answer:  TRUE
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26) An ERP solution contains a company's actual operational data.

Answer:  FALSE
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27) Relational databases are modular.

Answer:  TRUE
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28) The modularity of a database refers to the impact on its overall structure if tables are added or removed.

Answer:  TRUE
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29) Currently, most ERP products are rented, stored on cloud vendor hardware, and paid for by use. 

Answer:  FALSE

Page Ref: 166

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Describe the uses of enterprise systems and enterprise resource planning

30) The people involved with an ERP system fall into three roles: users, engineers, and analysts.

Answer:  FALSE
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31) In the context of an ERP system, an analyst works for the ERP vendor or a third party and helps budget, plan, train, configure, and implement the system.

Answer:  FALSE
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32) In the context of an ERP system, users and analysts are both employees of the firm implementing the system.

Answer:  TRUE
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33) A systems analyst writes additional code where necessary for implementing an ERP system.

Answer:  FALSE
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34) An architect is the high-level planner of an information system who ensures the compatibility of technology and directs technology toward strategic goals.

Answer:  TRUE
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35) One of the shortcomings of using an ERP product is that data sharing does not occur in real time.

Answer:  FALSE
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36) Implementing an ERP system is harder for an organization that hasn't implemented some type of enterprise system in the past.

Answer:  TRUE
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37) The configuration decisions that implementation teams must make are usually about item identifiers, order size, and the structure of the BOM.

Answer:  TRUE
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38) Companies of different sizes have one very important difference that has a major impact on ERP: the availability of skilled business and IT analysts.

Answer:  TRUE
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39) Small organizations expand IT from one person to a small staff, but frequently this staff is isolated from senior-level management.

Answer:  FALSE
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40) Midsize organizations have a full IT staff that is headed by the chief information officer.

Answer:  FALSE
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41) An IT analyst is a business and IT professional who sits on the executive board and is an active participant in organizational strategic planning.

Answer:  FALSE
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42) International ERP solutions are designed to work with multiple currencies.

Answer:  TRUE
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43) Intel and AMD are some of the top vendors of ERP products.

Answer:  FALSE
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44) Infor is known primarily for its retail-oriented ERP software.

Answer:  FALSE
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45) All the ERP products of Microsoft Dynamics are well integrated with Microsoft Office and Microsoft's development languages.

Answer:  FALSE
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46) Oracle is the gold standard of ERP products and offers the most expensive of ERP products.

Answer:  FALSE
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47) SAP produces and sells cost-specific platforms to speed up the configuration process.

Answer:  FALSE

Page Ref: 175

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  7

Course LO:  Describe the uses of enterprise systems and enterprise resource planning

48) A configuration is a distinct and logical grouping of processes.

Answer:  FALSE
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49) Prior to SAP, early ERP programs were customized products where companies wrote their own programs to support their own processes.

Answer:  TRUE
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50) The SAP Business Suite runs on an application platform called NetSuite.

Answer:  FALSE
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51) ________ occur(s) when data are isolated and replicated in separated information systems.

A) Information silos

B) Automation

C) Encapsulation

D) Metadata publishing

Answer:  A
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52) An enterprise application integration product is ________.

A) a suite of software applications that tackles the information silo problem by providing layers of software that connect information systems together

B) a suite of software, a database, procedures and a set of processes for supporting business operations with a single, consistent, information system

C) a strategy that uses business process management to radically enhance the customer service experience

D) a suite of applications, a database, and a set of inherent processes for managing all the interactions with a customer, from lead generation to customer service

Answer:  A
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53) Which of the following statements is true about an EAI system?

A) It utilizes a centralized database.

B) It provides users with access to metadata files that describe the location of an organization's data.

C) It appears as an integrated database to the user.

D) It prohibits information silos from communicating with each other and sharing data.

Answer:  C
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54) Which of the following is a function of an EAI system?

A) It provides segregated data.

B) It modifies existing departmental information systems.

C) It requires the implementation of new information systems.

D) It enables a gradual move to ERP.

Answer:  D
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55) The major benefit of an EAI system is that it ________.

A) provides greater returns than an ERP system

B) utilizes centralized databases

C) enables organizations to use existing applications

D) requires the use of formalized procedures

Answer:  C
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56) The primary purpose of an ERP system is ________.

A) customization

B) duplication

C) integration

D) customer acquisition

Answer:  C
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57) By the 1970s, manufacturing companies began to use a software called ________ to efficiently manage inventory, production, and labor.

A) enterprise application integration 

B) enterprise resource planning 

C) business performance management

D) material requirements planning 

Answer:  D
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58) ________ synchronizes manufacturing and supply—manufacturing occurs just as raw materials arrive.

A) Just-in-case manufacturing 

B) Just-in-time delivery

C) Material requirements planning

D) Manufacturing resource planning

Answer:  B
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59) Which of the following federal laws required companies to exercise greater control over their financial processes?

A) the Gramm–Leach–Bliley Act

B) the Volstead Act

C) the Tower Amendment

D) the Sarbanes-Oxley Act 

Answer:  D
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60) Which of the following activities is included in supply chain management?

A) sales prospecting

B) bill of materials

C) inventory management

D) quality control

Answer:  C
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61) Which of the following activities is included in customer relationship management?

A) procurement

B) marketing

C) bill of materials

D) payroll

Answer:  B
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62) Which of the following activities is included in human resources?

A) capacity planning

B) call center support

C) benefits administration

D) cash management

Answer:  C
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63) The customization of ERP software to meet different customer requirements without changing the program code is called ________.

A) modularity

B) configuration

C) automation

D) process blueprinting

Answer:  B
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64) Which of the following is NOT included in an ERP solution?

A) database design

B) operational data

C) initial configuration data

D) stored procedures

Answer:  B
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65) ERP vendors sometimes train an organization's users to become in-house trainers in training sessions called ________.

A) train the trainer

B) training simulation

C) on-the-job training

D) virtual hands-on training

Answer:  A
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66) Organizations are facing an ERP hardware dilemma as employees are increasingly using ________ to accomplish business activities and processes, including processes that interact with the company's ERP system.

A) smartphones

B) the Internet

C) teleconferencing

D) personal computers 

Answer:  A
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67) A ________ works for the ERP vendor or a third party and helps budget, plan, train, configure, and implement an ERP system.

A) user

B) consultant

C) systems analyst

D) business analyst

Answer:  B
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68) The inherent processes defined in an ERP solution are also known as ________.

A) database transactions

B) stored procedures

C) transaction logs

D) process blueprints

Answer:  D
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69) A ________ understands the technical aspects of ERP and helps plan, configure, and implement an ERP system for company use.

A) trainer

B) project manager

C) systems analyst

D) developer

Answer:  C
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70) A(n) ________ defines objectives and organizes, plans, and leads the team that implements the ERP solution.

A) architect

B) project manager

C) systems analyst

D) business analyst

Answer:  B
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71) A(n) ________ writes additional code where necessary for implementing ERP systems.

A) developer

B) project manager

C) architect

D) user

Answer:  A
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72) A(n) ________ is a high-level planner of IS who ensures compatibility of technology and directs technology toward strategic goals.

A) developer

B) business analyst

C) architect

D) trainer

Answer:  C
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73) Which of the following is an organizational benefit of using an ERP product?

A) It controls the unionization of labor.

B) It facilitates data sharing in real time.

C) It creates an island of automation.

D) It promotes the duplication of data.

Answer:  B
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74) Which of the following challenges of implementing an ERP system is related to configuration decisions?

A) perceived threat to department autonomy

B) top management oversells capabilities

C) actions to be taken if the customer modifies the order

D) failure to specify objectives and measures for new processes

Answer:  C
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75) The ________ specifies the raw materials, quantities, and subassemblies needed to create a final product.

A) bill of material

B) bill of lading 

C) item identifier

D) inventory list

Answer:  A
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76) Which of the following challenges of implementing an ERP system is people-related?

A) the structure of the bill of material 

B) the order size

C) the approval of customer credit

D) the failure to specify objectives for new processes

Answer:  D
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77) Which of the following industries was one of the first major customers of ERP?

A) the education industry

B) large aerospace manufacturers

C) large alcohol breweries

D) the retail industry

Answer:  B
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78) Which of the following statements is true of small organizations?

A) They expand IT from one person to a small staff, but frequently this staff is isolated from senior-level management.

B) They employ only one or two IT analysts who not only manage the ERP system, but also the entire IS department.

C) They employ several IT analysts to manage the ERP system.

D) They have a well-staffed IS department, with distinct roles for IT personnel.

Answer:  B
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79) The ________ is a business and IT professional who heads the IT staff in large organizations, sits on the executive board, and is an active participant in organizational strategic planning.

A) CEO

B) CIO

C) COO

D) CFO

Answer:  B
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80) Who are the top two ERP vendors?

A) Epicor and Oracle

B) Oracle and SAP

C) Epicor and Infor

D) Microsoft Dynamics and SAP

Answer:  B
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81) ________ is known primarily for its retail-oriented ERP software.

A) Oracle

B) Infor

C) Microsoft Dynamics

D) Epicor

Answer:  D
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82) ________ is an ERP software owned by Infor.

A) Baan

B) Epicor

C) AX

D) Nav

Answer:  A
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83) ________ enables cost-effective application flexibility and allows organizations to connect their application programs with the Epicor 9 in highly customizable ways.

A) AOP

B) OOP

C) SOA

D) ROA

Answer:  C
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84) Which of the following ERP products offered by Microsoft have the most capabilities? 

A) Nav and GP

B) SL and AX

C) AX and Nav

D) GP and SL

Answer:  C
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85) Which of the following ERP products offered by Microsoft is the easiest to use? 

A) SL

B) AX

C) Nav

D) GP

Answer:  D
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86) Oracle's ERP products are designed according to ________.

A) SOA principles

B) NetWeaver architecture

C) EMS standards

D) ABAP principles

Answer:  A
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87) Oracle's high-quality CRM products are branded as ________.

A) PeopleSoft

B) Siebel

C) Epicor 9

D) Solomon

Answer:  B
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88) Which of the following statements is true about Oracle and its ERP products?

A) It is known primarily for its retail-oriented ERP software.

B) It is known to create easy-to-use products.

C) It is known to produce fully featured products with superior performance.

D) It is known for its cost-effective solutions.

Answer:  C
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89) Which of the following is the gold standard of ERP products? 

A) Oracle

B) Microsoft Dynamics

C) Epicor

D) SAP

Answer:  D
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90) The core business of SAP AG is ________.

A) providing consulting and training services in ERP software

B) selling software solutions and related services

C) developing personal computers, laptops, and smartphones

D) selling licenses for its software solutions and related services

Answer:  D
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91) All SAP implementations start with an SAP ________.

A) utility-based platform

B) industry-specific platform

C) cost-specific platform

D) task-specific platform

Answer:  B
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92) A module is a(n) ________.

A) distinct and logical grouping of processes

B) preconfiguration platform devised for a particular industry

C) collection of interconnected and interdependent programs

D) inherent process in an ERP system

Answer:  A
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93) Which of the following statements is true about SAP and its ERP products?

A) SAP has made a rapid move to thin-client, cloud-based solutions.

B) SAP addresses the needs of only small and mid-sized organizations.

C) SAP provides industry-specific platforms which are configured to a company.

D) SAP has overcome its dependence on client-server architecture.

Answer:  C
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94) ________, one of the more well-known versions of SAP, was the first truly integrated system that was able to support most of an organization's major operational processes.

A) R/3

B) NetWeaver

C) ABAP

D) NetSuite

Answer:  A
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95) The SAP Business Suite runs on an application platform called ________.

A) R/3

B) NetSuite

C) NetWeaver

D) Baan

Answer:  C
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96) ________ connects SAP to hardware, third-party software, and output devices.

A) NetWeaver 

B) ABAP

C) R/3 software

D) NetSuite

Answer:  A
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97) Which of the following is true about ABAP?

A) It has SOA capabilities that help it to integrate SAP with non-SAP applications.

B) It enables the Business Suite/NetWeaver approach to be more adaptive to new IT developments.

C) It is a high-level application language of SAP that is used to enhance the functionality of an SAP implementation.

D) It connects SAP applications to hardware, third-party software, and output devices.

Answer:  C
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98) What are information silos? What problems do they cause in a database?

Answer:  An information silo occurs when data are isolated and replicated in separated information systems. With information silos, the data needed by one process are stored in an information system designed and used in another process. Because information silos exist in isolation from one another, they create islands of automation that can diminish the efficiency and effectiveness of processes and make process integration difficult.
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99) How can the problem of information silos be solved?

Answer:  The problem of information silos can be solved in two ways:

1. By enterprise resource planning (ERP) systems

2. By enterprise application integration (EAI) systems

The enterprise application integration system is a more decentralized approach than the enterprise resource planning (ERP) system. ERP and EAI systems are sometimes referred to as enterprise systems.
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100) Define EAI and explain how metadata is used by EAI.

Answer:  An enterprise application integration (EAI) system tackles the silo problem by providing layers of software that connect information systems together. EAI is software that enables information silos to communicate with each other and to share data. 

Although there is no centralized EAI database, EAI software keeps files of metadata that describe where all the organization's data are located and how the data must be transformed to work at each location. These details are hidden from users; the EAI system appears to be an integrated database to the user. 
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101) List the functions of an EAI system.

Answer:  EAI does the following:

- It connects information silos via a new layer of software.

- It enables existing applications to communicate and share data.

- It provides integrated data.

- It leverages existing systems, leaving departmental information systems as is, but providing an integration layer over the top.

- It enables a gradual move to ERP.
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102) Give several reasons why a firm might want to use an EAI rather than ERP. 

Answer:  The major benefit of EAI is that it enables organizations to use existing applications while eliminating many of the problems of information silos. Converting to an EAI system is not nearly as disruptive as converting to ERP, it can be less expensive, and it provides many of the benefits of ERP. Some organizations develop EAI applications as a stepping stone to complete ERP systems.
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103) Define ERP. Describe the primary purpose of an ERP system.

Answer:  An enterprise resource planning (ERP) product is a suite of software, a database, procedures and a set of processes for supporting business operations with a single, consistent, information system. These systems integrate process data from departments such as accounting, human resources, sales, and operations into a single system. ERP is so named because it attempts to integrate all the resources of an enterprise into a single information system.

The primary purpose of an ERP system is integration. ERP systems standardize processes and bring the data from a company's processes into one place so that the data can go out to many places in real time.
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104) Describe how businesses used computers for inventory purposes before the advent of the Internet.

Answer:  Although the term ERP is relatively new, businesses have been using IS to support their processes for 50 years, well before the Internet. In the 1960s, a business could use a dedicated phone line, a computer card reader, and punch cards to send inventory orders to a supplier. By the 1970s, businesses began to buy their own mainframe computers and manufacturing companies began to use software called material requirements planning (MRP) to efficiently manage inventory, production, and labor. As computing power became cheaper, manufacturing resource planning (MRPII) was developed that added financial-tracking capabilities as well as the opportunity to schedule equipment and facilities. The business environment continued to evolve with the advent of just-in-time (JIT) delivery, which synchronized manufacturing and supply.
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105) What are the different business functions integrated by ERP?

Answer:  For a product to be considered a true ERP product, it must include applications that integrate the processes in the following business functions:

- Supply chain management (SCM; procurement, sales order processing, inventory management, supplier management, and related activities)

- Manufacturing (manufacturing scheduling, capacity planning, quality control, bill of materials, and related activities)

- Customer relationship management (CRM; sales prospecting, customer management, marketing, customer support, call center support)

- Human resources (payroll, time and attendance, HR management, commission calculations, benefits administration, and related activities)

- Accounting (general ledger, accounts receivable, accounts payable, cash management, fixed-asset accounting)
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106) Define configuration. What are its limitations?

Answer:  ERP software accomplishes interprocess data integration. The software typically resides on servers and on client machines in the company. The software can be customized to meet customer requirements without changing program code. This customization is called configuration. There are limits to how much configuration can be done. If a new ERP customer has requirements that cannot be met via configuration, then the customer either needs to adapt its business to what the software can do or write application code to meet its requirements. Code can be added to any ERP implementation using specific application languages such as Java. The most common use of this application code is to create company-unique reports from ERP data.
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107) What are the three roles of people involved with an ERP system?

Answer:  The people involved with an ERP system fall into three roles. Users are the employees of the firm implementing the system. Analysts, also called systems analysts or business analysts, are also employees. Analysts have specialized training or education that enables them to support, maintain, and adapt the system after it has been implemented. Many analysts have a background or education in MIS or IT. A third role is consultant. A consultant works for the ERP vendor or a

different company, called a third party, and helps budget, plan, train, configure, and implement the system. These consultants may work at the implementing firm for a period before, during, and after the implementation.
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108) Describe inherent processes and explain how they are a part of ERP.

Answer:  ERP systems specify processes for the implementing organization. These processes are called inherent processes. For the implementing organization, some of the changes it must make from existing processes to ERP processes are minor and hardly noticed, but some changes can be significant. ERP systems include hundreds, or even thousands, of processes and activities. Some ERP vendors call these inherent processes process blueprints. Organizations implementing an ERP system must either adapt to the predefined inherent processes or design new ones. In the latter case, the design of a new process may necessitate changes to software and database structures, which increases expenses.
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109) Describe the different ERP job titles.

Answer:  

Consultant: Employed by firm other than implementing company or ERP vendor

Systems analyst: Understands technical aspects of ERP; helps plan, configure, and implement ERP system for company use

Developer: Writes additional code where necessary for implementing ERP systems

Project manager: Defines objectives; organizes, plans, and leads team that implements ERP solution

Business analyst: Understands process aspects; helps plan, configure, and implement ERP system for company use

Architect: High-level planner of IS at an organization; ensures compatibility of technology and directs technology toward strategic goals

Trainer: Trains end users on how ERP system operates, explains their roles, and trains trainers
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110) What are the benefits of using an ERP product?

Answer:  The benefits of using an ERP product are:

- It implements processes that are industry best practices.

- Data sharing occurs in real time.

- Management can be more insightful and provide better oversight.

- The information silo problem is solved.
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111) Explain the kinds of configuration decisions ERP implementation teams must make.

Answer:  ERP implementation teams must answer the following questions:

- What do we select as our item identifier?

- How long are resupply times?

- What will be our order sizes?

- Which BOM format should we use?

- Who approves customer credit (and how)?

- Who approves production capacity (and how)?

- Who approves schedule and terms (and how)?

- What actions need to be taken if the customer modifies the order?

- How does management obtain oversight on sales activity?
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112) What are the people-related issues faced by ERP implementation teams?

Answer:  There are several people-related issues faced by ERP implementation teams. ERP implementations change the way work is done in the organization. People tend to resist change even when the benefits of the change are well known. 

Another common problem is that top management believes that the hard part of the implementation process is the decision to implement. Once that decision is made, they believe that they can move on. Instead, they need to stay involved, monitor implementation progress, devote appropriate resources, and share a vision with their employees about why this system will be helpful.

A second top management problem is overselling the vision of what the system will do. Often management can be blinded by the benefits of the promised system and not look carefully at the assumptions behind the promises. This can lead top management to buy more features than they need or that the organization can implement successfully.

Another problem can arise when a manager views the ERP solution as a threat to his or her department's autonomy, to his or her way of doing things.

Finally, management may fail to specify how their grand vision of this ERP system translates into day-to-day operations. More specifically, they fail to specify objectives and measures for the new processes. Management must develop specific objectives and measures for processes appropriate to the company's strategy.
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113) What ERP needs are unique to midsized and large organizations?

Answer:  Midsize organizations expand IT from one person to a small staff, but frequently this staff is isolated from senior-level management. Such isolation can create misunderstandings and distrust. Because of the expense, organizational disruption, and length of ERP projects, senior management must be committed to the ERP solution. When IT management is isolated, such commitment is difficult to obtain and may not be strong. This issue is problematic enough that many ERP consultants say the first step for these firms in moving toward ERP is to obtain deep senior-level commitment to the project.

Large organizations have a full IT staff that is headed by the chief information officer (CIO), who is a business and IT professional who sits on the executive board and is an active participant in organizational strategic planning. ERP implementation will be part of that strategic process and, when begun, will have the full backing of the entire executive group.
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114) Briefly describe the ERP products offered by Microsoft Dynamics.

Answer:  Microsoft Dynamics is composed of four ERP products, all obtained via acquisition: AX, Nav, GP, and SL. AX and Nav have the most capabilities; GP is smaller and easier to use. Although Dynamics has over 80,000 installations, the future of SL is particularly cloudy; Microsoft outsources the maintenance of the code to provide continuing support to existing customers. Each product is particularly capable in different business functions.

None of these products is well integrated with Microsoft Office, none of them uses SOA, and none of them is integrated at all with Microsoft's development languages. In fact, Microsoft's ERP direction is difficult to determine. 
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115) Name the top two vendors of ERP solutions and explain how they are unique.

Answer:  Oracle is an intensely competitive company with a deep base of technology and high-quality technical staff. Oracle developed some of its ERP products in-house and has complemented those products with others obtained through its acquisition of PeopleSoft (high-quality HR products) and Siebel (high-quality CRM products). Because they are designed according to SOA principles, Oracle's ERP is adaptable and customizable. Beginning with its first DBMS product release, Oracle has never been known to create easy-to-use products. It is known, however, for producing fully featured products with superior performance. They are also expensive.

SAP is the gold standard of ERP products. SAP is used by midsized and large companies and offers the most expensive of the ERP products. To speed up the configuration process, SAP produces and sells industry-specific platforms. SAP uses classic, thick client, client-server architecture, rather than a browser-based approach that would be easier to use on a wide range of devices, such as smartphones and other thin clients.
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116) How does SAP speed up the configuration process? What is a module?

Answer:  To speed up the configuration process, SAP produces and sells industry-specific platforms. An industry-specific platform is a preconfiguration platform that is appropriate for a particular industry, such as retail, manufacturing, or health care. All SAP implementations start with an SAP industry-specific platform and are further configured to a particular company.

A module is a distinct and logical grouping of processes. For example, SD, the Sales and Distribution module, is a collection of processes supervised by the marketing department. These processes record customer data, sales data, and pricing data. Not every module is implemented in every installation of SAP. Companies that install SAP choose modules for their implementation.
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117) Explain the important characteristics of SAP's ERP.

Answer:  SAP was the first ERP software designed to work at different companies. One of the more well-known versions of SAP is called R/3. The R/3 program (where R means "real time") was the first truly integrated system that was able to support most of an organization's major operational processes. The R/3 platform uses classic, thick client, client-server architecture, rather than a browser-based approach that would be easier to use on a wide range of devices, such as smartphones and other thin clients. SAP later rebranded its R/3 software as the SAP Business Suite. The SAP Business Suite runs on an application platform called NetWeaver. NetWeaver connects SAP to hardware, third-party software, and output devices. NetWeaver also has SOA capabilities that help it integrate SAP with non-SAP applications. These features enable the Business Suite/NetWeaver approach to be more adaptive to new IT developments compared to R/3. ABAP is SAP's high-level application language that is used to enhance the functionality of an SAP implementation.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 6   Supporting Processes with ERP Systems

1) With information silos, the data needed by one process are stored in an information system designed and used in another process.

Answer:  TRUE
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2) Information silos create islands of automation that increase the efficiency and effectiveness of processes and make process integration easy.

Answer:  FALSE
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3) ERP and EAI systems are referred to as enterprise systems.

Answer:  TRUE
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4) An EAI system tackles the problem of information silos by providing layers of software that connect information systems together.

Answer:  TRUE
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5) An EAI system uses a centralized database.

Answer:  FALSE
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6) An EAI system appears as an integrated database to the user.

Answer:  TRUE
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7) The major benefit of an EAI system is that it enables organizations to use existing applications.

Answer:  TRUE
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8) Converting to an EAI system is more disruptive than converting to ERP.

Answer:  FALSE

Page Ref: 159

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

Course LO:  Describe the uses of enterprise systems and enterprise resource planning

9) An ERP product is a suite of software, a database, procedures and a set of processes for supporting business operations with a single, consistent, information system.

Answer:  TRUE
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10) ERP is so named because it attempts to integrate all the resources of an enterprise into a single information system.

Answer:  TRUE
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11) The primary purpose of an ERP system is to enable a gradual move to an EAI system.

Answer:  FALSE
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12) Businesses used information systems to support their processes well before the Internet was invented.

Answer:  TRUE
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13) In the 1970s, manufacturing companies used a software called material requirements planning to efficiently manage inventory, production, and labor.

Answer:  TRUE
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14) Material requirements planning provided financial-tracking capabilities and the opportunity to schedule equipment and facilities.

Answer:  FALSE
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15) JIT synchronizes manufacturing and the supply of materials.

Answer:  TRUE
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16) The Sarbanes-Oxley Act compelled companies to exercise greater control over their financial processes.

Answer:  TRUE
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17) For a product to be considered a true ERP product, it must include applications that integrate the processes in SCM, manufacturing, CRM, HR, and accounting.

Answer:  TRUE
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18) SCM includes procurement, sales order processing, inventory management, supplier management, and other related activities.

Answer:  TRUE
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19) CRM includes activities such as manufacturing scheduling, capacity planning, quality control, and other related activities.

Answer:  FALSE
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20) Accounting includes activities such cash management and fixed-asset accounting.

Answer:  TRUE
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21) An ERP solution cannot be partially implemented.

Answer:  FALSE

Page Ref: 164

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Describe the uses of enterprise systems and enterprise resource planning

22) The customization of ERP software to meet customer requirements without changing program code is called configuration.

Answer:  TRUE
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23) If a new ERP customer has requirements that cannot be met via configuration, then the customer must turn to an EAI system.

Answer:  FALSE
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24) Application code can be added to any ERP implementation using specific application languages such as Java.

Answer:  TRUE
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25) Custom software is expensive both initially and in the long-term because it is not guaranteed to work with newer versions of ERP software.

Answer:  TRUE
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26) An ERP solution contains a company's actual operational data.

Answer:  FALSE
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27) Relational databases are modular.

Answer:  TRUE
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28) The modularity of a database refers to the impact on its overall structure if tables are added or removed.

Answer:  TRUE
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29) Currently, most ERP products are rented, stored on cloud vendor hardware, and paid for by use. 

Answer:  FALSE
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30) The people involved with an ERP system fall into three roles: users, engineers, and analysts.

Answer:  FALSE
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31) In the context of an ERP system, an analyst works for the ERP vendor or a third party and helps budget, plan, train, configure, and implement the system.

Answer:  FALSE

Page Ref: 166

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Describe the uses of enterprise systems and enterprise resource planning

32) In the context of an ERP system, users and analysts are both employees of the firm implementing the system.

Answer:  TRUE
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33) A systems analyst writes additional code where necessary for implementing an ERP system.

Answer:  FALSE
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34) An architect is the high-level planner of an information system who ensures the compatibility of technology and directs technology toward strategic goals.

Answer:  TRUE
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35) One of the shortcomings of using an ERP product is that data sharing does not occur in real time.

Answer:  FALSE
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36) Implementing an ERP system is harder for an organization that hasn't implemented some type of enterprise system in the past.

Answer:  TRUE
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37) The configuration decisions that implementation teams must make are usually about item identifiers, order size, and the structure of the BOM.

Answer:  TRUE
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38) Companies of different sizes have one very important difference that has a major impact on ERP: the availability of skilled business and IT analysts.

Answer:  TRUE
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39) Small organizations expand IT from one person to a small staff, but frequently this staff is isolated from senior-level management.

Answer:  FALSE
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40) Midsize organizations have a full IT staff that is headed by the chief information officer.

Answer:  FALSE
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41) An IT analyst is a business and IT professional who sits on the executive board and is an active participant in organizational strategic planning.

Answer:  FALSE
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42) International ERP solutions are designed to work with multiple currencies.

Answer:  TRUE
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43) Intel and AMD are some of the top vendors of ERP products.

Answer:  FALSE
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44) Infor is known primarily for its retail-oriented ERP software.

Answer:  FALSE
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45) All the ERP products of Microsoft Dynamics are well integrated with Microsoft Office and Microsoft's development languages.

Answer:  FALSE
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46) Oracle is the gold standard of ERP products and offers the most expensive of ERP products.

Answer:  FALSE
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47) SAP produces and sells cost-specific platforms to speed up the configuration process.

Answer:  FALSE
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48) A configuration is a distinct and logical grouping of processes.

Answer:  FALSE
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49) Prior to SAP, early ERP programs were customized products where companies wrote their own programs to support their own processes.

Answer:  TRUE
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50) The SAP Business Suite runs on an application platform called NetSuite.

Answer:  FALSE
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51) ________ occur(s) when data are isolated and replicated in separated information systems.

A) Information silos

B) Automation

C) Encapsulation

D) Metadata publishing

Answer:  A
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52) An enterprise application integration product is ________.

A) a suite of software applications that tackles the information silo problem by providing layers of software that connect information systems together

B) a suite of software, a database, procedures and a set of processes for supporting business operations with a single, consistent, information system

C) a strategy that uses business process management to radically enhance the customer service experience

D) a suite of applications, a database, and a set of inherent processes for managing all the interactions with a customer, from lead generation to customer service

Answer:  A
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53) Which of the following statements is true about an EAI system?

A) It utilizes a centralized database.

B) It provides users with access to metadata files that describe the location of an organization's data.

C) It appears as an integrated database to the user.

D) It prohibits information silos from communicating with each other and sharing data.

Answer:  C
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54) Which of the following is a function of an EAI system?

A) It provides segregated data.

B) It modifies existing departmental information systems.

C) It requires the implementation of new information systems.

D) It enables a gradual move to ERP.

Answer:  D
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55) The major benefit of an EAI system is that it ________.

A) provides greater returns than an ERP system

B) utilizes centralized databases

C) enables organizations to use existing applications

D) requires the use of formalized procedures

Answer:  C
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56) The primary purpose of an ERP system is ________.

A) customization

B) duplication

C) integration

D) customer acquisition

Answer:  C

Page Ref: 159

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

Course LO:  Describe the uses of enterprise systems and enterprise resource planning

57) By the 1970s, manufacturing companies began to use a software called ________ to efficiently manage inventory, production, and labor.

A) enterprise application integration 

B) enterprise resource planning 

C) business performance management

D) material requirements planning 

Answer:  D
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58) ________ synchronizes manufacturing and supply—manufacturing occurs just as raw materials arrive.

A) Just-in-case manufacturing 

B) Just-in-time delivery

C) Material requirements planning

D) Manufacturing resource planning

Answer:  B
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59) Which of the following federal laws required companies to exercise greater control over their financial processes?

A) the Gramm–Leach–Bliley Act

B) the Volstead Act

C) the Tower Amendment

D) the Sarbanes-Oxley Act 

Answer:  D
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60) Which of the following activities is included in supply chain management?

A) sales prospecting

B) bill of materials

C) inventory management

D) quality control

Answer:  C
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61) Which of the following activities is included in customer relationship management?

A) procurement

B) marketing

C) bill of materials

D) payroll

Answer:  B
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62) Which of the following activities is included in human resources?

A) capacity planning

B) call center support

C) benefits administration

D) cash management

Answer:  C
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63) The customization of ERP software to meet different customer requirements without changing the program code is called ________.

A) modularity

B) configuration

C) automation

D) process blueprinting

Answer:  B
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64) Which of the following is NOT included in an ERP solution?

A) database design

B) operational data

C) initial configuration data

D) stored procedures

Answer:  B
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65) ERP vendors sometimes train an organization's users to become in-house trainers in training sessions called ________.

A) train the trainer

B) training simulation

C) on-the-job training

D) virtual hands-on training

Answer:  A
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66) Organizations are facing an ERP hardware dilemma as employees are increasingly using ________ to accomplish business activities and processes, including processes that interact with the company's ERP system.

A) smartphones

B) the Internet

C) teleconferencing

D) personal computers 

Answer:  A
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67) A ________ works for the ERP vendor or a third party and helps budget, plan, train, configure, and implement an ERP system.

A) user

B) consultant

C) systems analyst

D) business analyst

Answer:  B
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68) The inherent processes defined in an ERP solution are also known as ________.

A) database transactions

B) stored procedures

C) transaction logs

D) process blueprints

Answer:  D
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69) A ________ understands the technical aspects of ERP and helps plan, configure, and implement an ERP system for company use.

A) trainer

B) project manager

C) systems analyst

D) developer

Answer:  C
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70) A(n) ________ defines objectives and organizes, plans, and leads the team that implements the ERP solution.

A) architect

B) project manager

C) systems analyst

D) business analyst

Answer:  B
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71) A(n) ________ writes additional code where necessary for implementing ERP systems.

A) developer

B) project manager

C) architect

D) user

Answer:  A
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72) A(n) ________ is a high-level planner of IS who ensures compatibility of technology and directs technology toward strategic goals.

A) developer

B) business analyst

C) architect

D) trainer

Answer:  C
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73) Which of the following is an organizational benefit of using an ERP product?

A) It controls the unionization of labor.

B) It facilitates data sharing in real time.

C) It creates an island of automation.

D) It promotes the duplication of data.

Answer:  B
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74) Which of the following challenges of implementing an ERP system is related to configuration decisions?

A) perceived threat to department autonomy

B) top management oversells capabilities

C) actions to be taken if the customer modifies the order

D) failure to specify objectives and measures for new processes

Answer:  C
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75) The ________ specifies the raw materials, quantities, and subassemblies needed to create a final product.

A) bill of material

B) bill of lading 

C) item identifier

D) inventory list

Answer:  A
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76) Which of the following challenges of implementing an ERP system is people-related?

A) the structure of the bill of material 

B) the order size

C) the approval of customer credit

D) the failure to specify objectives for new processes

Answer:  D
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77) Which of the following industries was one of the first major customers of ERP?

A) the education industry

B) large aerospace manufacturers

C) large alcohol breweries

D) the retail industry

Answer:  B
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78) Which of the following statements is true of small organizations?

A) They expand IT from one person to a small staff, but frequently this staff is isolated from senior-level management.

B) They employ only one or two IT analysts who not only manage the ERP system, but also the entire IS department.

C) They employ several IT analysts to manage the ERP system.

D) They have a well-staffed IS department, with distinct roles for IT personnel.

Answer:  B
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79) The ________ is a business and IT professional who heads the IT staff in large organizations, sits on the executive board, and is an active participant in organizational strategic planning.

A) CEO

B) CIO

C) COO

D) CFO

Answer:  B
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80) Who are the top two ERP vendors?

A) Epicor and Oracle

B) Oracle and SAP

C) Epicor and Infor

D) Microsoft Dynamics and SAP

Answer:  B
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81) ________ is known primarily for its retail-oriented ERP software.

A) Oracle

B) Infor

C) Microsoft Dynamics

D) Epicor

Answer:  D
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82) ________ is an ERP software owned by Infor.

A) Baan

B) Epicor

C) AX

D) Nav

Answer:  A
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83) ________ enables cost-effective application flexibility and allows organizations to connect their application programs with the Epicor 9 in highly customizable ways.

A) AOP

B) OOP

C) SOA

D) ROA

Answer:  C
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84) Which of the following ERP products offered by Microsoft have the most capabilities? 

A) Nav and GP

B) SL and AX

C) AX and Nav

D) GP and SL

Answer:  C
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85) Which of the following ERP products offered by Microsoft is the easiest to use? 

A) SL

B) AX

C) Nav

D) GP

Answer:  D
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86) Oracle's ERP products are designed according to ________.

A) SOA principles

B) NetWeaver architecture

C) EMS standards

D) ABAP principles

Answer:  A
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87) Oracle's high-quality CRM products are branded as ________.

A) PeopleSoft

B) Siebel

C) Epicor 9

D) Solomon

Answer:  B
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88) Which of the following statements is true about Oracle and its ERP products?

A) It is known primarily for its retail-oriented ERP software.

B) It is known to create easy-to-use products.

C) It is known to produce fully featured products with superior performance.

D) It is known for its cost-effective solutions.

Answer:  C
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89) Which of the following is the gold standard of ERP products? 

A) Oracle

B) Microsoft Dynamics

C) Epicor

D) SAP

Answer:  D
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90) The core business of SAP AG is ________.

A) providing consulting and training services in ERP software

B) selling software solutions and related services

C) developing personal computers, laptops, and smartphones

D) selling licenses for its software solutions and related services

Answer:  D
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91) All SAP implementations start with an SAP ________.

A) utility-based platform

B) industry-specific platform

C) cost-specific platform

D) task-specific platform

Answer:  B
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92) A module is a(n) ________.

A) distinct and logical grouping of processes

B) preconfiguration platform devised for a particular industry

C) collection of interconnected and interdependent programs

D) inherent process in an ERP system

Answer:  A
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93) Which of the following statements is true about SAP and its ERP products?

A) SAP has made a rapid move to thin-client, cloud-based solutions.

B) SAP addresses the needs of only small and mid-sized organizations.

C) SAP provides industry-specific platforms which are configured to a company.

D) SAP has overcome its dependence on client-server architecture.

Answer:  C
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94) ________, one of the more well-known versions of SAP, was the first truly integrated system that was able to support most of an organization's major operational processes.

A) R/3

B) NetWeaver

C) ABAP

D) NetSuite

Answer:  A
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95) The SAP Business Suite runs on an application platform called ________.

A) R/3

B) NetSuite

C) NetWeaver

D) Baan

Answer:  C
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96) ________ connects SAP to hardware, third-party software, and output devices.

A) NetWeaver 

B) ABAP

C) R/3 software

D) NetSuite

Answer:  A
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97) Which of the following is true about ABAP?

A) It has SOA capabilities that help it to integrate SAP with non-SAP applications.

B) It enables the Business Suite/NetWeaver approach to be more adaptive to new IT developments.

C) It is a high-level application language of SAP that is used to enhance the functionality of an SAP implementation.

D) It connects SAP applications to hardware, third-party software, and output devices.

Answer:  C
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98) What are information silos? What problems do they cause in a database?

Answer:  An information silo occurs when data are isolated and replicated in separated information systems. With information silos, the data needed by one process are stored in an information system designed and used in another process. Because information silos exist in isolation from one another, they create islands of automation that can diminish the efficiency and effectiveness of processes and make process integration difficult.
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99) How can the problem of information silos be solved?

Answer:  The problem of information silos can be solved in two ways:

1. By enterprise resource planning (ERP) systems

2. By enterprise application integration (EAI) systems

The enterprise application integration system is a more decentralized approach than the enterprise resource planning (ERP) system. ERP and EAI systems are sometimes referred to as enterprise systems.
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100) Define EAI and explain how metadata is used by EAI.

Answer:  An enterprise application integration (EAI) system tackles the silo problem by providing layers of software that connect information systems together. EAI is software that enables information silos to communicate with each other and to share data. 

Although there is no centralized EAI database, EAI software keeps files of metadata that describe where all the organization's data are located and how the data must be transformed to work at each location. These details are hidden from users; the EAI system appears to be an integrated database to the user. 
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101) List the functions of an EAI system.

Answer:  EAI does the following:

- It connects information silos via a new layer of software.

- It enables existing applications to communicate and share data.

- It provides integrated data.

- It leverages existing systems, leaving departmental information systems as is, but providing an integration layer over the top.

- It enables a gradual move to ERP.

Page Ref: 159

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

Course LO:  Describe the uses of enterprise systems and enterprise resource planning

102) Give several reasons why a firm might want to use an EAI rather than ERP. 

Answer:  The major benefit of EAI is that it enables organizations to use existing applications while eliminating many of the problems of information silos. Converting to an EAI system is not nearly as disruptive as converting to ERP, it can be less expensive, and it provides many of the benefits of ERP. Some organizations develop EAI applications as a stepping stone to complete ERP systems.
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103) Define ERP. Describe the primary purpose of an ERP system.

Answer:  An enterprise resource planning (ERP) product is a suite of software, a database, procedures and a set of processes for supporting business operations with a single, consistent, information system. These systems integrate process data from departments such as accounting, human resources, sales, and operations into a single system. ERP is so named because it attempts to integrate all the resources of an enterprise into a single information system.

The primary purpose of an ERP system is integration. ERP systems standardize processes and bring the data from a company's processes into one place so that the data can go out to many places in real time.
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104) Describe how businesses used computers for inventory purposes before the advent of the Internet.

Answer:  Although the term ERP is relatively new, businesses have been using IS to support their processes for 50 years, well before the Internet. In the 1960s, a business could use a dedicated phone line, a computer card reader, and punch cards to send inventory orders to a supplier. By the 1970s, businesses began to buy their own mainframe computers and manufacturing companies began to use software called material requirements planning (MRP) to efficiently manage inventory, production, and labor. As computing power became cheaper, manufacturing resource planning (MRPII) was developed that added financial-tracking capabilities as well as the opportunity to schedule equipment and facilities. The business environment continued to evolve with the advent of just-in-time (JIT) delivery, which synchronized manufacturing and supply.
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105) What are the different business functions integrated by ERP?

Answer:  For a product to be considered a true ERP product, it must include applications that integrate the processes in the following business functions:

- Supply chain management (SCM; procurement, sales order processing, inventory management, supplier management, and related activities)

- Manufacturing (manufacturing scheduling, capacity planning, quality control, bill of materials, and related activities)

- Customer relationship management (CRM; sales prospecting, customer management, marketing, customer support, call center support)

- Human resources (payroll, time and attendance, HR management, commission calculations, benefits administration, and related activities)

- Accounting (general ledger, accounts receivable, accounts payable, cash management, fixed-asset accounting)
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106) Define configuration. What are its limitations?

Answer:  ERP software accomplishes interprocess data integration. The software typically resides on servers and on client machines in the company. The software can be customized to meet customer requirements without changing program code. This customization is called configuration. There are limits to how much configuration can be done. If a new ERP customer has requirements that cannot be met via configuration, then the customer either needs to adapt its business to what the software can do or write application code to meet its requirements. Code can be added to any ERP implementation using specific application languages such as Java. The most common use of this application code is to create company-unique reports from ERP data.
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107) What are the three roles of people involved with an ERP system?

Answer:  The people involved with an ERP system fall into three roles. Users are the employees of the firm implementing the system. Analysts, also called systems analysts or business analysts, are also employees. Analysts have specialized training or education that enables them to support, maintain, and adapt the system after it has been implemented. Many analysts have a background or education in MIS or IT. A third role is consultant. A consultant works for the ERP vendor or a

different company, called a third party, and helps budget, plan, train, configure, and implement the system. These consultants may work at the implementing firm for a period before, during, and after the implementation.
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108) Describe inherent processes and explain how they are a part of ERP.

Answer:  ERP systems specify processes for the implementing organization. These processes are called inherent processes. For the implementing organization, some of the changes it must make from existing processes to ERP processes are minor and hardly noticed, but some changes can be significant. ERP systems include hundreds, or even thousands, of processes and activities. Some ERP vendors call these inherent processes process blueprints. Organizations implementing an ERP system must either adapt to the predefined inherent processes or design new ones. In the latter case, the design of a new process may necessitate changes to software and database structures, which increases expenses.
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109) Describe the different ERP job titles.

Answer:  

Consultant: Employed by firm other than implementing company or ERP vendor

Systems analyst: Understands technical aspects of ERP; helps plan, configure, and implement ERP system for company use

Developer: Writes additional code where necessary for implementing ERP systems

Project manager: Defines objectives; organizes, plans, and leads team that implements ERP solution

Business analyst: Understands process aspects; helps plan, configure, and implement ERP system for company use

Architect: High-level planner of IS at an organization; ensures compatibility of technology and directs technology toward strategic goals

Trainer: Trains end users on how ERP system operates, explains their roles, and trains trainers
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110) What are the benefits of using an ERP product?

Answer:  The benefits of using an ERP product are:

- It implements processes that are industry best practices.

- Data sharing occurs in real time.

- Management can be more insightful and provide better oversight.

- The information silo problem is solved.
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111) Explain the kinds of configuration decisions ERP implementation teams must make.

Answer:  ERP implementation teams must answer the following questions:

- What do we select as our item identifier?

- How long are resupply times?

- What will be our order sizes?

- Which BOM format should we use?

- Who approves customer credit (and how)?

- Who approves production capacity (and how)?

- Who approves schedule and terms (and how)?

- What actions need to be taken if the customer modifies the order?

- How does management obtain oversight on sales activity?
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112) What are the people-related issues faced by ERP implementation teams?

Answer:  There are several people-related issues faced by ERP implementation teams. ERP implementations change the way work is done in the organization. People tend to resist change even when the benefits of the change are well known. 

Another common problem is that top management believes that the hard part of the implementation process is the decision to implement. Once that decision is made, they believe that they can move on. Instead, they need to stay involved, monitor implementation progress, devote appropriate resources, and share a vision with their employees about why this system will be helpful.

A second top management problem is overselling the vision of what the system will do. Often management can be blinded by the benefits of the promised system and not look carefully at the assumptions behind the promises. This can lead top management to buy more features than they need or that the organization can implement successfully.

Another problem can arise when a manager views the ERP solution as a threat to his or her department's autonomy, to his or her way of doing things.

Finally, management may fail to specify how their grand vision of this ERP system translates into day-to-day operations. More specifically, they fail to specify objectives and measures for the new processes. Management must develop specific objectives and measures for processes appropriate to the company's strategy.
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113) What ERP needs are unique to midsized and large organizations?

Answer:  Midsize organizations expand IT from one person to a small staff, but frequently this staff is isolated from senior-level management. Such isolation can create misunderstandings and distrust. Because of the expense, organizational disruption, and length of ERP projects, senior management must be committed to the ERP solution. When IT management is isolated, such commitment is difficult to obtain and may not be strong. This issue is problematic enough that many ERP consultants say the first step for these firms in moving toward ERP is to obtain deep senior-level commitment to the project.

Large organizations have a full IT staff that is headed by the chief information officer (CIO), who is a business and IT professional who sits on the executive board and is an active participant in organizational strategic planning. ERP implementation will be part of that strategic process and, when begun, will have the full backing of the entire executive group.
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114) Briefly describe the ERP products offered by Microsoft Dynamics.

Answer:  Microsoft Dynamics is composed of four ERP products, all obtained via acquisition: AX, Nav, GP, and SL. AX and Nav have the most capabilities; GP is smaller and easier to use. Although Dynamics has over 80,000 installations, the future of SL is particularly cloudy; Microsoft outsources the maintenance of the code to provide continuing support to existing customers. Each product is particularly capable in different business functions.

None of these products is well integrated with Microsoft Office, none of them uses SOA, and none of them is integrated at all with Microsoft's development languages. In fact, Microsoft's ERP direction is difficult to determine. 
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115) Name the top two vendors of ERP solutions and explain how they are unique.

Answer:  Oracle is an intensely competitive company with a deep base of technology and high-quality technical staff. Oracle developed some of its ERP products in-house and has complemented those products with others obtained through its acquisition of PeopleSoft (high-quality HR products) and Siebel (high-quality CRM products). Because they are designed according to SOA principles, Oracle's ERP is adaptable and customizable. Beginning with its first DBMS product release, Oracle has never been known to create easy-to-use products. It is known, however, for producing fully featured products with superior performance. They are also expensive.

SAP is the gold standard of ERP products. SAP is used by midsized and large companies and offers the most expensive of the ERP products. To speed up the configuration process, SAP produces and sells industry-specific platforms. SAP uses classic, thick client, client-server architecture, rather than a browser-based approach that would be easier to use on a wide range of devices, such as smartphones and other thin clients.
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116) How does SAP speed up the configuration process? What is a module?

Answer:  To speed up the configuration process, SAP produces and sells industry-specific platforms. An industry-specific platform is a preconfiguration platform that is appropriate for a particular industry, such as retail, manufacturing, or health care. All SAP implementations start with an SAP industry-specific platform and are further configured to a particular company.

A module is a distinct and logical grouping of processes. For example, SD, the Sales and Distribution module, is a collection of processes supervised by the marketing department. These processes record customer data, sales data, and pricing data. Not every module is implemented in every installation of SAP. Companies that install SAP choose modules for their implementation.
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117) Explain the important characteristics of SAP's ERP.

Answer:  SAP was the first ERP software designed to work at different companies. One of the more well-known versions of SAP is called R/3. The R/3 program (where R means "real time") was the first truly integrated system that was able to support most of an organization's major operational processes. The R/3 platform uses classic, thick client, client-server architecture, rather than a browser-based approach that would be easier to use on a wide range of devices, such as smartphones and other thin clients. SAP later rebranded its R/3 software as the SAP Business Suite. The SAP Business Suite runs on an application platform called NetWeaver. NetWeaver connects SAP to hardware, third-party software, and output devices. NetWeaver also has SOA capabilities that help it integrate SAP with non-SAP applications. These features enable the Business Suite/NetWeaver approach to be more adaptive to new IT developments compared to R/3. ABAP is SAP's high-level application language that is used to enhance the functionality of an SAP implementation.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 9   Collaboration Processes and Information Systems

1) A cooperative team is a team in which each member works independently to accomplish his or her portion of the work.

Answer:  TRUE
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2) The work product of a cooperative team is much better than that of a single individual working alone.

Answer:  FALSE
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3) Members of a collaborative team work without reviewing or criticizing each other's work.

Answer:  FALSE
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4) The ability to give and receive critical feedback is a critical collaboration skill.

Answer:  TRUE
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5) Making decisions, solving problems, and managing projects are the primary purposes of collaborative teams.

Answer:  TRUE
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6) Managerial decisions are decisions that support processes concerning day-to-day activities.

Answer:  FALSE
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7) A supervisor decides to pay a set of invoices on a particular date. This is an example of a managerial decision.

Answer:  FALSE
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8) Managerial processes and decisions are concerned with the allocation and utilization of resources.

Answer:  TRUE
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9) Most strategic decisions do not require collaboration.

Answer:  FALSE
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10) Strategic decisions are decisions that support processes concerning broad-scope, organizational issues.

Answer:  TRUE
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11) Few operational decisions require collaboration.

Answer:  TRUE
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12) Collaborative decision making occurs when the final decision is made without iterations.

Answer:  FALSE
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13) A problem is a perceived difference between what is and what ought to be.

Answer:  TRUE
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14) The fundamental purpose of the starting activity in project management is to undertake project documentation.

Answer:  FALSE
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15) Equipment, personnel, and budgets are allocated to project managers during the starting activity of project management.

Answer:  FALSE
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16) The project schedule is determined during the planning activity of project management.

Answer:  TRUE
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17) Rescheduling activities in the project schedule is a sub-activity of the doing activity of project management.

Answer:  TRUE
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18) A key management challenge during the doing activity of project management is to ensure that activities are accomplished on time.

Answer:  TRUE
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19) Synchronous communication occurs when team members communicate without meeting at the same time using technology.

Answer:  FALSE
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20) Two employees who work in different shifts communicate through e-mails. This is an example of synchronous communication.

Answer:  FALSE
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21) Virtual meetings are meetings in which participants do not meet in the same place.

Answer:  TRUE
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22) Communicating through a conference call is an example of asynchronous communication.

Answer:  FALSE
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23) Multiparty text chat is a tool used for synchronous communication.

Answer:  TRUE
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24) E-mail facilitates synchronous communication in workplaces.

Answer:  FALSE
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25) Team members will be obligated to participate if a discussion forum is used for communication.

Answer:  FALSE
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26) Discussion forums and surveys provide documentation of members' views and opinions.

Answer:  TRUE
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27) Storing documents on a server provides a higher degree of control than sharing content through e-mails.

Answer:  TRUE
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28) A wiki is a shared knowledge base in which the content is contributed and managed by the wiki's users.

Answer:  TRUE
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29) Google Docs is a collaboration application for sharing documents, presentations, spreadsheets, drawings, and other data.

Answer:  TRUE
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30) A Gmail account is essential to edit a document stored in Google Docs.

Answer:  FALSE
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31) Microsoft SkyDrive is an application that provides version control.

Answer:  FALSE
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32) Version-management systems limit the actions that can be taken by any particular user.

Answer:  FALSE
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33) With version-control systems, each team member is given an account with a set of permissions.

Answer:  TRUE
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34) Users have explicit control over checking documents in version-management systems such as Microsoft SkyDrive.

Answer:  FALSE
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35) Microsoft SharePoint is a version-control application.

Answer:  TRUE
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36) Microsoft SharePoint is a comprehensive platform for creating, operating, and administrating Web sites.

Answer:  TRUE
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37) A SharePoint site is a collection of resources that is accessed using HTTP, HTML, and related protocols.

Answer:  TRUE
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38) Office 365 is a program that includes e-mail and SharePoint.

Answer:  TRUE
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39) The resources of a SharePoint site cannot be used for general-purpose Web sites.

Answer:  FALSE
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40) SharePoint is fundamentally a list manager.

Answer:  TRUE
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41) SharePoint does not have an option for sending e-mail alerts when changes are made to documents.

Answer:  FALSE
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42) Users can create wiki libraries using SharePoint.

Answer:  TRUE
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43) Document libraries serve as a repository for team documents.

Answer:  TRUE

Page Ref: 295

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  5

Course LO:  Explain how IS can enhance systems of collaboration and teamwork

44) Managers use the survey feature in SharePoint to verify workers' understanding of project goals and other topics.

Answer:  TRUE

Page Ref: 295

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  5

Course LO:  Explain how IS can enhance systems of collaboration and teamwork

45) The document library feature in SharePoint is used to publish opinions and get feedback on them.

Answer:  FALSE
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46) Discussion forums are not effective if there is more than one discussion topic.

Answer:  FALSE
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47) Workflow control is the act of listing documents in the SharePoint library.

Answer:  FALSE
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48) A workflow is a sequence of activities that is managed and logged by SharePoint.

Answer:  TRUE
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49) In a sequential workflow, review activities occur simultaneously.

Answer:  FALSE
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50) Jennifer reviews Albert's documents only after he is done reviewing them himself. This is an example of parallel workflow.

Answer:  FALSE
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51) Which of the following is a key difference between collaborative teams and cooperative teams?

A) Cooperative teams work to accomplish a specific task whereas collaborative teams need not have a collective purpose.

B) People work together in collaborative teams whereas each member works independently in cooperative teams.

C) Collaborative teams reduce the amount of time required to finish a task whereas cooperative teams require more time.

D) A cooperative team has less than five members while a collaborative team often has more than five.

Answer:  B
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52) Collaboration occurs when a group of people ________.

A) function independently to accomplish a particular task

B) work together using feedback and iteration

C) combine their work to create an output that appears as a whole 

D) work without critically analyzing each other's work

Answer:  B
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53) Which of the following is the most important collaborative skill?

A) gregarious and dynamic personality

B) experience as a businessperson

C) persuasive presentation skills

D) ability to give and receive critical feedback

Answer:  D
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54) ________ decisions are decisions that support processes concerning day-to-day activities.

A) Operational

B) Strategic

C) Corporate

D) Managerial

Answer:  A
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55) A warehouse manager issues a purchase order when inventory levels fall below reorder levels. This is an example of a(n) ________ decision.

A) managerial

B) strategic

C) corporate

D) operational

Answer:  D
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56) A floor supervisor is making a(n) ________ decision when she allocates tasks to workers.

A) operational

B) broad-scope

C) corporate

D) strategic

Answer:  A
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57) Which of the following is the focus of managerial decisions?

A) day-to-day activities

B) allocation of resources

C) strategic problems

D) long-term decisions

Answer:  B
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58) ________ decisions are concerned with broad-scope, organizational issues.

A) Operational

B) Managerial

C) Strategic

D) Automated

Answer:  C
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59) The directors of a company meet to discuss a possible merger with one of the company's competitors. Here, the directors have to make a(n) ________ decision.

A) operational

B) strategic

C) procedural

D) managerial

Answer:  B
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60) Which of the following decisions is least likely to require collaboration?

A) Should our company establish a joint venture with company A?

B) How many units should we order from vendor B?

C) What products should we market in Country B?

D) Should we set up a manufacturing base in country A?

Answer:  B
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61) Which of the following statements is true about the relationship between the level of decision making and the need for collaboration?

A) Broad-scope organizational issues do not require collaboration whereas day-to-day activities do. 

B) Operational decisions need to be more collaborative than strategic and managerial decisions.

C) Unlike operational decisions, most strategic decisions require collaboration.

D) Managerial decisions need to be more collaborative than broad-scope decisions.

Answer:  C
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62) Which of the following is the first activity in the decision-making collaboration process?

A) establishing team rules

B) gathering data

C) formulating recommendations

D) analyzing data

Answer:  A
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63) A ________ is a perceived difference between what is and what ought to be.

A) threat

B) liability

C) problem

D) weakness

Answer:  C
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64) In the project management process, deciding the project scope and budget to form a team is a sub-activity of the ________ activity.

A) starting

B) planning

C) doing

D) wrapping up

Answer:  A

Page Ref: 282

Difficulty:  Easy

Chapter LO:  2

Course LO:  Explain how IS can enhance systems of collaboration and teamwork

65) Which of the following is needed to perform the starting activity of project management?

A) updated project schedule

B) team member data

C) archival documents

D) updated project budget

Answer:  B
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66) In the project management process, determining the initial project schedule is a sub-activity of the ________ activity.

A) starting

B) planning

C) doing

D) wrapping up

Answer:  B
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67) Which of the following is needed to perform the planning activity of project management?

A) team rules

B) archival documents

C) budget

D) updated project schedule

Answer:  C
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68) The major tasks of a project are accomplished during the ________ activity of project management.

A) planning

B) starting

C) doing

D) wrapping up

Answer:  C
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69) Documentation of project results is performed during the ________ activity of project management.

A) planning

B) starting

C) doing

D) wrapping up

Answer:  D
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70) Synchronous communication occurs when all team members ________.

A) work from different locations

B) speak the same language

C) meet at the same time

D) work in different shifts

Answer:  C
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71) Which of the following is a tool used for synchronous communication?

A) discussion forums

B) webinars

C) e-mail

D) team surveys

Answer:  B
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72) Which of the following is a tool used for asynchronous communication?

A) discussion forums

B) webinars

C) conference calls

D) multiparty text chat

Answer:  A
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73) Altruon Inc., a manufacturing company, has production facilities in three different geographical locations. Production managers in each of these facilities use conference calls to communicate with each other. This is an example of ________ communication.

A) asynchronous

B) implied

C) indirect

D) synchronous

Answer:  D
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74) Which of the following is an example of asynchronous communication?

A) Two managers communicate using a webinar application.

B) Charles sends an e-mail to his subordinate.

C) Fred calls up a supplier to inquire about an order.

D) Virtual teams communicate through videoconferencing.

Answer:  B
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75) Discussion forums are better than e-mail because ________.

A) they evoke immediate responses from members

B) they keep the discussion on track

C) they facilitate synchronous communication 

D) they compel all members to participate in the discussion

Answer:  B
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76) Which of the following alternatives for sharing content provides the lowest degree of control?

A) storing files on Microsoft SkyDrive

B) using Wikis to share files

C) sharing files using Google Docs

D) exchanging files directly through e-mails

Answer:  D
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77) Which of the following is a major disadvantage of sharing documents on a server using FTP?

A) It creates incompatible versions of documents.

B) It does not provide teams with a single storage location.

C) It gives team members access to confidential information.

D) It allows team members to interfere with one another's work.

Answer:  D

Page Ref: 285

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  4

Course LO:  Explain how IS can enhance systems of collaboration and teamwork

78) Which of the following is a system that provides version management?

A) content shared using Microsoft Word

B) content shared through an e-mail attachment

C) content stored on a server using FTP

D) content shared using Microsoft SkyDrive

Answer:  D
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79) A ________ is a shared knowledge base in which the content is contributed and managed by its users.

A) social media page

B) Web site

C) wiki

D) data mining system

Answer:  C
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80) Which of the following is true about using Google Docs?

A) Documents are stored on the user's server.

B) Documents can be accessed and viewed only one user at a time.

C) Anyone who edits a document must have a Google account.

D) Microsoft Word or Excel documents cannot be stored on Google Docs.

Answer:  C
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81) Which of the following is true about Microsoft SkyDrive?

A) It provides the ability to store and share MS Office documents.

B) It provides users with explicit control over checking documents.

C) It provides version control.

D) It provides the ability to limit the actions of particular users.

Answer:  A
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82) With version control, shared documents are placed into shared directories called ________.

A) libraries

B) forms

C) folders

D) accounts

Answer:  A
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83) With version-control systems, each team member ________. 

A) is given a shared server with unrestricted access

B) is given their own private directory to share files

C) is given an account with a set of permissions

D) is notified every time a file is viewed

Answer:  C
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84) Which of the following is an application that provides version control?

A) Microsoft SharePoint

B) Google Docs

C) wikis

D) Microsoft SkyDrive

Answer:  A
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85) ________ is a comprehensive platform for creating, operating, and administrating Web sites.

A) Microsoft SkyDrive

B) Microsoft SharePoint

C) Google Docs

D) Quick Launch

Answer:  B
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86) ________ is a program from Microsoft which includes Lync, Exchange (e-mail), and SharePoint.

A) Office 365

B) Microsoft SkyDrive

C) Microsoft Access

D) Windows Live

Answer:  A
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87) A SharePoint site is a collection of resources that are ________.

A) created and managed via Microsoft SkyDrive

B) accessed without using network protocols

C) created and managed via file transfer protocols

D) accessed using HTTP, HTML, and related protocols

Answer:  D
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88) On Microsoft SharePoint, which of the following options provides you with e-mail notifications every time someone changes a document?

A) Quick Launch

B) Reminder

C) List option

D) Alert Me

Answer:  D
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89) ________ serve as a repository for team documents.

A) Document libraries

B) Project blogs

C) Workflow templates

D) Discussion forums

Answer:  A
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90) Which of the following SharePoint tools is used to verify team members' understanding of project goals and other topics?

A) document libraries

B) lists

C) blogs

D) surveys

Answer:  D
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91) Which of the following SharePoint features is used to publish opinions and obtain feedback on them?

A) document libraries

B) lists

C) blogs

D) surveys

Answer:  C
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92) ________ is the process of ensuring that business processes are properly executed.

A) Transactional processing

B) Work cooperation

C) Analytical processing

D) Workflow control

Answer:  D

Page Ref: 296

Difficulty:  Easy

Chapter LO:  6

Course LO:  Explain how IS can enhance systems of collaboration and teamwork

93) A(n) ________ is a sequence of activities that is managed and logged by SharePoint.

A) system log

B) event list

C) file server

D) workflow

Answer:  D
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94) A manager wants a document to be first edited by an employee and then reviewed by another employee. This is an example of ________ workflow.

A) concurrent

B) parallel

C) sequential

D) synchronized 

Answer:  C
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95) In a ________ workflow, document reviews occur simultaneously.

A) parallel

B) sequential

C) serial

D) chronological

Answer:  A
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96) How will SharePoint respond if a user does not perform a task assigned to him/her?

A) It will create a new workflow for the task.

B) I will send reminder e-mails to the user.

C) It will delete the task.

D) It will delete the workflow for the task.

Answer:  B
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97) What is a cooperative team? Provide an example. 

Answer:  A cooperative team is a group that works together to accomplish something, but each person works independently to accomplish his or her portion of the work. A team of painters working on a building is a cooperative team. Each is given a portion of the building to paint and works on his or her own.
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98) Explain the concept of collaborative teams.

Answer:  A collaborative team is a group that works together using feedback and iteration. With a collaborative team, one person produces something, others review it, and the originator or others make revisions. The work proceeds in a sequence of steps or iterations of feedback and rework. 

With collaborative teams, members learn from each other, and, as a result, the team can often produce a result that is better in quality than any team member could have produced on his or her own, in any amount of time.

Page Ref: 274

Difficulty:  Moderate

Chapter LO:  1

Course LO:  Explain how IS can enhance systems of collaboration and teamwork

99) Explain the importance of critical feedback in collaboration.

Answer:  The power of collaboration arises from feedback. Collaborative workers should have the ability to give and receive feedback and, in particular, the ability to give and receive critical feedback. Critical feedback is essential for improving work product and team knowledge.

Page Ref: 275

Difficulty:  Easy

Chapter LO:  1

Course LO:  Explain how IS can enhance systems of collaboration and teamwork

100) List the three primary purposes for which businesses use collaborative teams.

Answer:  Businesses use collaborative teams for three primary purposes: 

-Making decisions

-Solving problems

-Managing projects
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101) What are operational decisions? Provide an example.

Answer:  Operational decisions are decisions that support operational processes concerning day-to-day activities. Examples of operational decisions include the following: (1) How many widgets should we order from vendor A? (2) Should we extend credit to vendor B? (3) Which invoices should we pay today?
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102) Compare and contrast managerial decisions with strategic decisions.

Answer:  Managerial processes concern the allocation and utilization of resources. The following are examples of managerial decisions: (1) How much should we budget for computer hardware and programs for department A next year? (2) How many engineers should we assign to project B?

Strategic decisions are decisions that support strategic processes concerning broad-scope, organizational issues. Typical decisions at the strategic level are: (1) Should we start a new product line? (2) Should we open a centralized warehouse in Tennessee? (3) Should we acquire company A?
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103) How does the need for collaboration vary with the types of decisions? 

Answer:  Few operational decisions require collaboration. In fact, involving collaboration in routine, structured decisions is expensive, wasteful, and frustrating. In general, if a managerial decision requires consideration of different perspectives, then it will benefit from collaboration. As such, many managerial decisions do require collaboration. Strategic decisions are almost always collaborative. Further, when deciding whether a decision will benefit from collaboration, the key factor is whether feedback and iteration are required.
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104) What is a problem?

Answer:  A problem is a perceived difference between what is and what ought to be. As a perception, it is a view held by an individual or a group. Because it is a perception, different users and groups can have different definitions of a problem.
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105) Briefly describe the four basic activities of a project's lifetime. 

Answer:  

(1) Starting activity: The fundamental purpose of the starting activity is to set the ground rules for the project and the team.

(2) Planning activity: The purpose of the planning activity is to determine "who will do what and by when." Work activities are defined, and resources like personnel, budget, and equipment are assigned to them.

(3) Doing activity: Tasks are accomplished during the doing activity. The key management challenge here is to ensure that activities are accomplished on time and, if not, to identify schedule problems as early as possible.

(4) Wrapping-up activity: The team needs to document its results, document information for future teams, close down the project, and disband the team during this activity. 
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106) What is the difference between synchronous communication and asynchronous communication?

Answer:  Synchronous communication occurs when all team members meet at the same time, such as with conference calls or face-to-face meetings. Asynchronous communication occurs when team members do not meet at the same time. Employees who work different shifts at the same location or team members who work in different time zones around the world typically meet asynchronously.
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107) What are some of the tools that facilitate synchronous communication?

Answer:  Conference calls, webinars, videoconferencing, and multiparty text chat can be used to facilitate synchronous communication.
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108) Describe the problems associated with sharing content using e-mails and shared servers. 

Answer:  Although e-mail is simple, easy, and readily available, it will not suffice for collaborations in which there are many document versions or for which there is a desire for content control. Incompatible versions of documents will be floating around if e-mail is used to share content.

Storing documents on servers is better than using e-mail attachments because documents have a single storage location. However, without any additional control it is possible for team members to interfere with one another's work.
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109) What is version management? Name three applications that provide version management.

Answer:  Systems that provide version management track changes to documents and provide features and functions to accommodate concurrent work. Wikis, Google Docs, and Microsoft SkyDrive are applications that provide version management.

Page Ref: 286

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  4

Course LO:  Explain how IS can enhance systems of collaboration and teamwork

110) What are Office Web Apps?

Answer:  Web application versions of Word, Excel, PowerPoint, and OneNote are called Office Web Apps. These applications run in the browser and are quite easy to use. These programs have less functionality than desktop Office programs, but they are free and readily accessed on the Web.
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111) Compare version-management systems with version-control systems. 

Answer:  Version-management systems improve the tracking of shared content and potentially eliminate problems caused by concurrent document access. They do not, however, provide version control. They do not limit the actions that can be taken by any particular user, and they do not give control over the changes to documents to particular users.

With version-control systems, each team member is given an account with a set of permissions. Shared documents are placed into shared directories called libraries.
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112) What is Microsoft SharePoint?

Answer:  Microsoft SharePoint is a comprehensive platform for creating, operating, and administrating Web sites. It is most widely known as a platform for creating and managing collaboration sites.
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113) What is a SharePoint site?

Answer:  A SharePoint site is a collection of resources that are created and managed via SharePoint and accessed using HTTP, HTML, and related protocols. A SharePoint site can contain one or more subsites, which are fully featured SharePoint sites in their own right.
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114) Explain how document libraries are used in SharePoint.

Answer:  Document libraries serve as a repository for team documents. You might have different libraries for different aspects of a project. For example, if your project involves cost assessments, you might have a library that has all the documents concerning costs. Or, you might put all the Word documents in one library, all the Excel documents in a second, and so forth. Document libraries can be set up to require check out and check in as well as to have version histories.
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115) What is workflow control? Explain how it is performed in SharePoint. 

Answer:  Workflow control is the process of ensuring that business processes are properly executed. It is normally used in conjunction with processes that involve collaborative teamwork. SharePoint provides automated support for workflow control via a set of features called workflows. A workflow is a sequence of activities that is managed and logged by SharePoint.

Page Ref: 296

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  6

Course LO:  Explain how IS can enhance systems of collaboration and teamwork

116) What is difference between a sequential workflow and a parallel workflow?

Answer:  Review activities occur in sequence in a sequential workflow. In a parallel workflow, the reviews would occur simultaneously.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 10   The Impact of Web 2.0 and Social Media on Business Processes

1) Web 2.0 generally refers to a loose grouping of capabilities, technologies, business models, and philosophies.

Answer:  TRUE
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2) Web 2.0 began to emerge early in the 2000s as network technologies rapidly matured.

Answer:  TRUE
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3) The interfaces of Web 2.0 applications do not change frequently.

Answer:  FALSE
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4) Traditional applications are designed to support interaction and communication.

Answer:  FALSE
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5) New versions of traditional applications are released more frequently than Web 2.0 applications.

Answer:  FALSE
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6) A proprietary accounting and tax software is an example of a Web 2.0 application.

Answer:  FALSE
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7) Both users and providers contribute content to Web 2.0 applications.

Answer:  TRUE
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8) Mashups are applications that provide standardized interfaces to users.

Answer:  FALSE
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9) Social media is any Web application that depends on user-generated content.

Answer:  TRUE
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10) Publicly available content created by end users is referred to as user-generated content.

Answer:  TRUE
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11) Web sites such as Facebook, Twitter, and LinkedIn are examples of social media.

Answer:  TRUE
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12) Sharing social media sites allow users to collaborate with each other.

Answer:  FALSE
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13) Sharing social media sites emphasize user contributions in the form of messages and videos.

Answer:  TRUE
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14) Facebook and LinkedIn are examples of networking media.

Answer:  TRUE
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15) Wikipedia and Digg are examples of sharing social media sites.

Answer:  FALSE
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16) Enterprise 2.0 is a label that refers to the business use of Web 2.0.

Answer:  TRUE
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17) Web 2.0 is better suited to support operational processes than dynamic business processes.

Answer:  FALSE
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18) AdWords is a software that Google uses for pay-per-click advertising.

Answer:  TRUE
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19) Companies pay a predetermined price for particular search words with AdWords.

Answer:  TRUE
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20) AdSense is an algorithm used by Google to rank Web pages.

Answer:  FALSE
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21) AdSense searches an organization's Web site and inserts ads that match content on that site.

Answer:  TRUE
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22) Google Analytics is an application specifically designed for B2B businesses.

Answer:  FALSE
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23) On Google Analytics, the conversion rate is the ratio of the number of customers who visited the site divided by the number who eventually made a purchase. 

Answer:  FALSE
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24) Networking social media is used to support promotion processes in organizations.

Answer:  TRUE
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25) A social graph is a network of personal interdependencies, such as friendships, common interests, or kinship, on a social media application.

Answer:  TRUE
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26) On collaborative social media sites, users contribute text, votes, documents, questions, answers, and lists in order to work together in both formal and informal groups. 

Answer:  TRUE
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27) The outsourcing of a task that traditionally was done by an employee to a large, undefined group of people is referred to as social graphing.

Answer:  FALSE

Page Ref: 324

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  3

Course LO:  Discuss the role of information systems in supporting business processes

28) Businesses use social media to help integrate organizational processes.

Answer:  TRUE
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29) When conducting social media promotions, it is important to develop a reward mechanism to give status to contributors.

Answer:  TRUE
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30) Social capital refers to investments in human knowledge and skills for future profit.

Answer:  FALSE
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31) Unlike other forms of capital, the benefits of social capital do not spill over to other processes.

Answer:  FALSE
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32) Traditional capital refers to investments into resources such as factories, machines, manufacturing equipment, and the like.

Answer:  TRUE
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33) Human capital is the investment in social relations with the expectation of benefits in the marketplace.

Answer:  FALSE
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34) Conducting training programs for employees is an example of building social capital.

Answer:  FALSE
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35) Connecting to people with more assets is an objective of the process of building social capital.

Answer:  TRUE
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36) Social media makes the transmission of customer-opinions less reliable.

Answer:  FALSE
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37) To an organization, the strength of a relationship is the likelihood that a person or other organization in the relationship will do something that benefits the organization.

Answer:  TRUE
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38) Frequent interactions with people increase social capital.

Answer:  TRUE
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39) The calculation of social capital is more additive than multiplicative.

Answer:  FALSE
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40) The number of relationships and relationship strength are factors that contribute to social capital.

Answer:  TRUE
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41) The labor requirements of Web 2.0 applications can be easily estimated.

Answer:  FALSE
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42) Web 2.0 applications are most suited for processes that involve financial assets.

Answer:  FALSE
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43) Crackpots are users who spread positive information about companies.

Answer:  FALSE
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44) Organizations run the risk of unfavorable customer reviews when using Web 2.0 technology.

Answer:  TRUE
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45) Mutinous movements are positive actions taken by a group of customers to promote a company or product.

Answer:  FALSE
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46) Responding to user content problems is best reserved for when the problematic content has caused the organization to do something positive as a result. 

Answer:  TRUE
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47) Establishing listening platforms to track mentions of products and brands on social media sites is referred to as crowdsourcing.

Answer:  FALSE
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48) Authenticating users is an ongoing challenge for businesses on the Web.

Answer:  TRUE
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49) ________ software is free and constantly changing online software which is designed to support the sharing of user-generated content.

A) Version management

B) Web 2.0

C) SharePoint

D) Traditional

Answer:  B
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50) Which of the following is true about Web 2.0 applications?

A) They are subject to frequent interface changes. 

B) They require product licenses.

C) Their content is produced and controlled by site owners.

D) They are designed for one-way communication.

Answer:  A
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51) The Web 2.0 business model relies on ________.

A) software licensing

B) subscription fees

C) advertising

D) content syndication

Answer:  C
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52) Which of the following is an example of traditional licensed software?

A) MS Office

B) Twitter

C) eBay

D) Google Docs

Answer:  A
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53) Which of the following is an example of a Web 2.0 application?

A) Facebook

B) MS Office

C) TurboTax

D) Encyclopedia Britannica

Answer:  A
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54) Which of the following statements is true of traditional software applications?

A) Traditional applications offer software as a free service.

B) Traditional applications encourage user participation.

C) Traditional applications offer software as a product for sale.

D) Traditional applications support interaction and communication.

Answer:  C
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55) Which of the following refers to the point of interaction between the user and the computer?

A) interface

B) mashup

C) Web site

D) prosumer

Answer:  A
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56) ________ combine the output from two or more Web sites into a single user experience.

A) Mashups

B) Blogs

C) Links

D) Podcasts

Answer:  A
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57) Which of the following is true about mashups?

A) They keep the point of interaction between the user and the

computer constant.

B) They allow users to create custom interfaces.

C) They enable traditional software applications to run on-site.

D) They ensure that software releases are made in a controlled fashion.

Answer:  B
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58) Users who contribute content to a Web 2.0 site are called ________.

A) crowd sources

B) mashups

C) prosumers

D) intermediaries

Answer:  C
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59) Wikipedia is an online encyclopedia based on Web 2.0. The content available on the site is created and managed by its users. The users of Wikipedia are called ________.

A) internal customers

B) mashups

C) prosumers

D) intermediaries

Answer:  C
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60) Social media is any Web application that ________.

A) requires users to create personal accounts

B) utilizes a static interface and has scheduled releases

C) relies on product licenses to generate revenue

D) depends on user-generated content

Answer:  D
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61) Why is social media considered a type of Web 2.0 application?

A) Social media does not alter the point of interaction between the user and the computer.

B) Social media promotes one-way communication.

C) Social media is driven by user-generated content.

D) Social media uses proprietary technologies to create and manage content.

Answer:  C
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62) ________ social media sites, such as blogs and YouTube, emphasize contributions from users in the form of messages and videos.

A) Monitoring

B) Networking

C) Sharing

D) Collaborating

Answer:  C
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63) Which of the following is categorized as a sharing social media site?

A) Facebook

B) Twitter

C) LinkedIn

D) Foursquare

Answer:  B
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64) Oldfriends.com is a Web site that helps individuals get in touch with their old school and college friends. This Web site would come under which of the following categories of social media?

A) monitoring media

B) networking media

C) sharing social media

D) collaborating media

Answer:  B
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65) Which of the following would be categorized as a type of networking media?

A) LinkedIn

B) Delicious

C) Wikipedia

D) YouTube

Answer:  A
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66) Which of the following would be categorized as a type of collaborating media?

A) LinkedIn

B) Twitter

C) YouTube

D) Delicious

Answer:  D
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67) ________ is a mobile Web application that allows registered users to connect with friends and share their location.

A) LinkedIn

B) Delicious

C) Digg

D) Foursquare

Answer:  D
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68) ________ allows users to share votes on Web articles with other users. 

A) Google Docs

B) Digg

C) Foursquare

D) Delicious

Answer:  B
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69) Which of the following enables users to tag Web sites, create lists of sites, and share those lists with other users?

A) Google Docs

B) Digg

C) Foursquare

D) Delicious

Answer:  D
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70) Enterprise 2.0 refers to ________.

A) traditional software that performs Web 2.0 functions

B) an earlier version of Web 2.0

C) the business use of Web 2.0

D) licensed software based on Web 2.0

Answer:  C
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71) The processes supported by Web 2.0 and social media are typically ________.

A) dynamic processes

B) procedural activities

C) day-to-day activities

D) operational processes

Answer:  A
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72) Which of the following is Google's pay-per-click advertising product?

A) AdWords

B) AdCenter

C) Foursquare

D) Live Ads

Answer:  A
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73) With AdWords, Google charges advertisers when ________.

A) customers use a search word that the advertiser selected

B) their advertisements are displayed in Google's search results

C) customers click on the advertiser's link

D) their advertisements are converted to a sale or registration

Answer:  C
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74) ________ searches an organization's Web site and inserts ads that match content on that site.

A) AdWords

B) AdSense

C) Foursquare

D) Live Ads

Answer:  B
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75) An organization wants to sell advertising space on its Web site. However, it is unable to find advertisers. Which of the following Web 2.0 applications would be most helpful to this firm?

A) Foursquare

B) AdWords

C) AdSense

D) Live Ads

Answer:  C
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76) Which of the following is the most important function of Google's AdSense?

A) adding supportive content such as flash pages in advertisements

B) matching Web content and advertising content

C) preventing third party advertisers from using Google search 

D) making Google's search algorithm compatible with social media

Answer:  B
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77) Google Analytics is used to ________.

A) create interactive advertisements

B) match Web content and advertising content

C) collect data about Web traffic

D) facilitate remote networking

Answer:  C
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78) A book publisher uses an online portal to sell its books. Out of every thousand customers who visit the portal, a hundred read reviews of the books and twenty place orders. What is the conversion ratio of this Web portal?

A) 0.2

B) 0.1

C) 0.001

D) 0.02

Answer:  D
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79) Online content, such as videos, is said to go viral when it is ________.

A) created using technologies such as digital image processing

B) published on both offline and online media 

C) published in a wide variety of digital formats 

D) shared and promoted by several individuals on social media outlets

Answer:  D
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80) A ________ is a network of personal interdependencies, such as friendships, common interests, or kinship, on a social media application.

A) mashup

B) social graph

C) mutinous movement

D) crowd source

Answer:  B

Page Ref: 323

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  3

81) ________ is the most popular professional networking social media site.

A) LinkedIn

B) Facebook

C) HR.com

D) Google+

Answer:  A
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82) ________ is the outsourcing of a task that traditionally was done by an employee to a large, undefined group of people.

A) Insourcing

B) Crowdsourcing

C) Co-sourcing

D) Homesourcing

Answer:  B
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83) ________ refers to the investment in social relations with the expectation of benefits in the marketplace.

A) Social capital

B) Social utility

C) Social service

D) Social entrepreneurship

Answer:  A
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84) Traditional capital refers to investments in ________.

A) social relations and networks

B) employee skills

C) human knowledge

D) machines and equipment

Answer:  D
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85) A company creates a Facebook page to improve its public image and connect with its customers. By doing this, the company is attempting to build ________.

A) employee capital

B) human capital

C) social capital

D) traditional capital

Answer:  C
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86) Which of the following is a major objective of building social capital?

A) ensuring timely delivery of product inputs

B) streamlining operational processes

C) reducing the cost of production

D) connecting to people with more assets

Answer:  D

Page Ref: 326

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  4

87) Which of the following is a measure of the strength of relationships in a company's social network?

A) the frequency of favors performed by members of the network 

B) the number of relationships that the company has

C) the number of relationships that each of the members have

D) the dollar value of the assets that the network's members possess

Answer:  A

Page Ref: 326

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  4

88) Which of the following statements is true about social capital?

A) The benefits of social capital spill over to other processes.

B) Social capital flows only from a company to its customers.

C) Social capital is more additive than multiplicative.

D) Social capital generates immediate benefits which are visible in process improvements.

Answer:  A
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89) Which of the following is a major management challenge associated with Web 2.0 applications?

A) Web 2.0 is more suited for operational processes than dynamic business processes. 

B) Web 2.0 applications cannot be used to support a firm's promotional activities.

C) A company's marketing messages can go viral by using Web 2.0 applications.

D) Labor requirements are difficult to estimate when using Web 2.0 applications.

Answer:  D
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90) Which of the following is a major risk associated with user-generated content?

A) The company's digital content creation costs might increase.

B) The company might receive unfavorable customer reviews.

C) The company's communication might not reach the intended audience.

D) The company might unknowingly infringe upon copyright laws.

Answer:  B
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91) An individual uses a company's Facebook page to promote a political party that he supports. He also publishes his views about unrelated topics on the page. This user is called a ________.

A) spambot

B) hacker

C) crackpot

D) phisher

Answer:  C
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92) A company discovers that its Facebook page contains numerous complaints from customers about its products. Which of the following is likely to be the best response to such criticism?

A) Leave the problematic content as it is in order to lend credibility to the page.

B) Remove the content immediately to avoid negativity toward the company.

C) Delete the content and notify the users about the deletion.

D) Block the publishers of such posts from making further contributions.

Answer:  A
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93) ________ are an extension of bad reviews where prosumers revolt and use an organization's site in damaging ways.

A) Viral attacks

B) Spoofs

C) Crackpots

D) Mutinous movements

Answer:  D
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94) Which of the following should a company delete from its social media page?

A) anonymous posts

B) contributions from crackpots

C) negative product reviews

D) poor customer feedback

Answer:  B
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95) Establishing listening platforms to track mentions of products and brands on social media is referred to as ________.

A) social responsibility

B) social media optimization

C) search engine optimization

D) social media monitoring

Answer:  D
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96) While passing by one of your favorite restaurants, you receive a tweet from them about "happy hours." This is an example of ________.

A) search-based marketing

B) internal advertising

C) search advertising

D) location-based marketing

Answer:  D
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97) What is Web 2.0? 

Answer:  Web 2.0 generally refers to a loose grouping of capabilities, technologies, business models, and philosophies. Web 2.0 software is free and constantly changing Web-based software designed to support the sharing of user-generated content.
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98) Compare and contrast Web 2.0 applications with traditional applications.

Answer:  

	Characteristic
	Web 2.0 Applications
	Traditional Applications

	Software
	Free
	Software as a product for sale

	Interface
	Constant change; frequent updates change the user interface
	Few interface changes

	Goal
	Support interaction and communication
	Problem solving, productivity, no user participation

	Content
	Users and providers contribute content
	Providers contribute and control all content

	Examples
	Google, Facebook, Twitter, Wikipedia
	Microsoft Office, TurboTax, Encyclopedia Britannica
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99) Explain the difference between traditional software and Web 2.0 in terms of their goals.

Answer:  The aim of traditional software is to support individual goals—to assist the user in creating documents, performing analyses, monitoring finances, making presentations, keeping track of things, managing projects, and designing products.

In contrast, Web 2.0 is about participation. The software still supports user goals, but the method to support these goals is through two-way communication and interaction. Two-way communication occurs as users send and receive messages. With Web 2.0 applications, users provide reviews, map content, discuss responses, create blog entries, and so forth.
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100) Explain the difference between traditional software and Web 2.0 in terms of content.

Answer:  Traditional site owners produce and control all content. Web 2.0 sites allow users to contribute content. This content might be a simple yes/no vote or a discussion board at the end of a news article. Users who contribute to the site are called prosumers. More than just consuming the data on the site, prosumers take an active role and produce data for other consumers to read.
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101) What is social media? Explain with the help of examples.

Answer:  Social media is any Web application that depends on user-generated content (UGC). User-generated content is publically available content created by end users. This makes social media a type of Web 2.0 application. Social media also shares the other elements of Web 2.0—free, constantly changing, and designed to support interaction and two-way communication. But what makes these social media applications unique is that they rely 100 percent on user-generated content. Web sites such as Facebook and Twitter are examples of social media.
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102) Compare and contrast sharing social media and networking media with the help of examples.

Answer:  Sharing social media sites such as blogs, Twitter, and YouTube emphasize contributions in the form of messages and videos. Compared to networking applications, this type of social media supports the user's need to send messages. In this type of media, the recipient of the message is often unknown to the sender.

Networking media such as Facebook, LinkedIn, and foursquare are used to connect individuals. Rather than sending messages to unfamiliar recipients, here the emphasis, and the attraction, is on belonging. Messages are sent to other known users and received from them. 
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103) What is collaborating media?

Answer:  Collaboration is a group process where work is accomplished through feedback and iteration. Collaborating media includes a wide range of platforms such as Wikipedia, StumbleUpon, Digg, Delicious, Google Docs, and Quora. The focus of this type of social media is to support the user's collaboration processes. 
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104) What types of processes are typically supported by Web 2.0 applications?

Answer:  The processes supported by Web 2.0 and social media are typically dynamic processes. Although operational processes such as sales and procurement can also be supported by these new information systems, these systems are still somewhat experimental and change their software frequently. Because they are experimental, low cost, easy to use, and flexible, their first uses in business tend to be in support of dynamic processes.
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105) Explain the functioning of Google AdWords.

Answer:  Google pioneered Web 2.0 advertising with its AdWords software. AdWords is Google's popular pay-per-click advertising product. With AdWords companies pay a predetermined price for particular search words. For example, a university golf course might agree to pay $2 for the words "golf" and "Colorado." When a customer uses Google to search for those terms, Google will display a link to the university golf course Web site. If the user clicks that link (and only if the user clicks that link), Google charges the golf course account $2. The golf course pays nothing if the user does not click.
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106) What difficulties do Web sites face in terms of finding advertisers? What role does Google AdSense play in this process?

Answer:  Some organizations sell advertising space on their Web sites. Others would like to sell space if the cost of finding advertisers could be reduced. On the traditional Web, banner ads and pop-up ads were the favored method of advertising. Organizations with Web site space had to find advertisers and work out the details of the advertising agreement. This can be a time-consuming process of agreeing to terms, providing images and text, and tracking page loads for each agreement.

Google's AdSense is a Web 2.0 application that makes the process of buying and selling advertisements more efficient. AdSense searches an organization's Web site and inserts ads that match content on that site. When users click those ads, Google pays the Web site owner a fee. The organization that owns the site does not have to maintain a process of finding advertisers.

Page Ref: 319

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Discuss the role of information systems in supporting business processes

107) Explain how B2C businesses can benefit from using Web 2.0 applications such as Google Analytics.

Answer:  Retailers can improve the B2C sales process with Web 2.0 applications. A key activity of the B2C sales process is collecting customer data. This data might include which browser the visitor is using, the visitor's IP address, and if the user eventually purchased from the site. Before Web 2.0, B2C businesses had to write their own code to collect this type of data. Now, B2C sites can download free Google Analytics software to collect Web traffic data. This data includes where the customer came from (from a search engine, another site, etc.), where the customer visited in the site, and the conversion rate, which is the ratio of the number of customers who eventually purchased divided by the number who visited. Analysts can examine this type of data and make changes to the site with the objective of increasing conversion rates. Google Analytics helps companies improve their B2C Sales process as measured by conversion rates.
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108) Explain how social media helps organizations' promotion processes.

Answer:  Perhaps the most immediate and profitable way that social media help business is by supporting the process of promotion. Promotion processes have a variety of objectives. One common objective is increasing awareness of the product or service. Social media helps organizations accomplish this objective. Possible measures for this objective are counts of likes, retweets, and downloads.
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109) Explain how networking social media can be used in an organization's hiring process. 

Answer:  Networking social media can be used to gather intelligence about potential employees in support of the firm's hiring process. LinkedIn is the most popular professional networking social media site. On the site, users maintain a resume-like profile and a list of connections–people they know. Through LinkedIn, many firms are lowering costs and shortening times needed to post jobs, find candidates, collect recommendations, and make hiring decisions.
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110) What is the difference between traditional capital and human capital?

Answer:  Traditional capital refers to investments into resources such as factories, machines, manufacturing equipment, and the like. Human capital is the investment in human knowledge and skills for future profit.
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111) What is social capital?

Answer:  Social capital is the investment in social relations with the expectation of benefits in the marketplace. Building social capital is a dynamic process that is vital to the firm.
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112) What are the benefits of building social capital?

Answer:  Social capital has three benefits for a business. Relationships in social networks can provide a business with data about opportunities, alternatives, problems, and other factors important to business professionals. They also provide an opportunity to influence decision makers and to increase the influence of the organization in the industry. Third, being linked to a network of highly regarded contacts is a form of social credential. Others will be more inclined to work with you if they believe critical personnel are standing with you and may provide resources to support you.
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113) What are the three objectives of building social capital?

Answer:  Building social capital is a process that has three objectives: 

(1) Increase the number of relationships in a social network. 

(2) Increase the strength of those relationships. 

(3) Connect to those with more assets.
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114) What is meant by "the strength of a relationship" in the context of social capital? How can an organization use social media to strengthen its relationships?

Answer:  To an organization, the strength of a relationship is the likelihood that a person or other organization in the relationship will do something that benefits the organization. An organization has a strong relationship with you if you buy its products, write positive reviews about it, post pictures of you using the organization's products or services, and so on. Social media provide three forms of value: data, influence, and social credentials. If an organization can induce those in its relationships to provide more of any of those factors, it has strengthened that relationship.
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115) List the major risks associated with user content.

Answer:  The major risks associated with user content are (1) junk and crackpots, (2) inappropriate content, (3) unfavorable reviews, (4) mutinous movements, (4) dependency on the social media vendor.
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116) What is location-based marketing?

Answer:  Location-based marketing integrates customer location data into marketing activities. Organizations send offers to customers who are geographically closer to them.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 10   The Impact of Web 2.0 and Social Media on Business Processes

1) Web 2.0 generally refers to a loose grouping of capabilities, technologies, business models, and philosophies.

Answer:  TRUE
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2) Web 2.0 began to emerge early in the 2000s as network technologies rapidly matured.

Answer:  TRUE
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3) The interfaces of Web 2.0 applications do not change frequently.

Answer:  FALSE
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4) Traditional applications are designed to support interaction and communication.

Answer:  FALSE
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5) New versions of traditional applications are released more frequently than Web 2.0 applications.

Answer:  FALSE
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6) A proprietary accounting and tax software is an example of a Web 2.0 application.

Answer:  FALSE
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7) Both users and providers contribute content to Web 2.0 applications.

Answer:  TRUE

Page Ref: 315

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

8) Mashups are applications that provide standardized interfaces to users.

Answer:  FALSE

Page Ref: 316

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

9) Social media is any Web application that depends on user-generated content.

Answer:  TRUE

Page Ref: 316

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

10) Publicly available content created by end users is referred to as user-generated content.

Answer:  TRUE
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11) Web sites such as Facebook, Twitter, and LinkedIn are examples of social media.

Answer:  TRUE
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12) Sharing social media sites allow users to collaborate with each other.

Answer:  FALSE
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13) Sharing social media sites emphasize user contributions in the form of messages and videos.

Answer:  TRUE
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14) Facebook and LinkedIn are examples of networking media.

Answer:  TRUE
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15) Wikipedia and Digg are examples of sharing social media sites.

Answer:  FALSE
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16) Enterprise 2.0 is a label that refers to the business use of Web 2.0.

Answer:  TRUE
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17) Web 2.0 is better suited to support operational processes than dynamic business processes.

Answer:  FALSE
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18) AdWords is a software that Google uses for pay-per-click advertising.

Answer:  TRUE
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19) Companies pay a predetermined price for particular search words with AdWords.

Answer:  TRUE
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AACSB:  Use of information technology

Chapter LO:  2
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20) AdSense is an algorithm used by Google to rank Web pages.

Answer:  FALSE

Page Ref: 319

Difficulty:  Easy
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21) AdSense searches an organization's Web site and inserts ads that match content on that site.

Answer:  TRUE
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22) Google Analytics is an application specifically designed for B2B businesses.

Answer:  FALSE
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23) On Google Analytics, the conversion rate is the ratio of the number of customers who visited the site divided by the number who eventually made a purchase. 

Answer:  FALSE
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24) Networking social media is used to support promotion processes in organizations.

Answer:  TRUE
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25) A social graph is a network of personal interdependencies, such as friendships, common interests, or kinship, on a social media application.

Answer:  TRUE
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26) On collaborative social media sites, users contribute text, votes, documents, questions, answers, and lists in order to work together in both formal and informal groups. 

Answer:  TRUE
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27) The outsourcing of a task that traditionally was done by an employee to a large, undefined group of people is referred to as social graphing.

Answer:  FALSE
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28) Businesses use social media to help integrate organizational processes.

Answer:  TRUE
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29) When conducting social media promotions, it is important to develop a reward mechanism to give status to contributors.

Answer:  TRUE
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30) Social capital refers to investments in human knowledge and skills for future profit.

Answer:  FALSE
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31) Unlike other forms of capital, the benefits of social capital do not spill over to other processes.

Answer:  FALSE
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32) Traditional capital refers to investments into resources such as factories, machines, manufacturing equipment, and the like.

Answer:  TRUE
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33) Human capital is the investment in social relations with the expectation of benefits in the marketplace.

Answer:  FALSE
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34) Conducting training programs for employees is an example of building social capital.

Answer:  FALSE
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35) Connecting to people with more assets is an objective of the process of building social capital.

Answer:  TRUE
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36) Social media makes the transmission of customer-opinions less reliable.

Answer:  FALSE
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37) To an organization, the strength of a relationship is the likelihood that a person or other organization in the relationship will do something that benefits the organization.

Answer:  TRUE
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38) Frequent interactions with people increase social capital.

Answer:  TRUE
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39) The calculation of social capital is more additive than multiplicative.

Answer:  FALSE
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40) The number of relationships and relationship strength are factors that contribute to social capital.

Answer:  TRUE
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41) The labor requirements of Web 2.0 applications can be easily estimated.

Answer:  FALSE
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42) Web 2.0 applications are most suited for processes that involve financial assets.

Answer:  FALSE
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43) Crackpots are users who spread positive information about companies.

Answer:  FALSE
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Chapter LO:  5

44) Organizations run the risk of unfavorable customer reviews when using Web 2.0 technology.

Answer:  TRUE

Page Ref: 331

Difficulty:  Easy

AACSB:  Use of information technology
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45) Mutinous movements are positive actions taken by a group of customers to promote a company or product.

Answer:  FALSE
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46) Responding to user content problems is best reserved for when the problematic content has caused the organization to do something positive as a result. 

Answer:  TRUE

Page Ref: 331

Difficulty:  Easy
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47) Establishing listening platforms to track mentions of products and brands on social media sites is referred to as crowdsourcing.

Answer:  FALSE
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48) Authenticating users is an ongoing challenge for businesses on the Web.

Answer:  TRUE
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49) ________ software is free and constantly changing online software which is designed to support the sharing of user-generated content.

A) Version management

B) Web 2.0

C) SharePoint

D) Traditional

Answer:  B

Page Ref: 314

Difficulty:  Easy
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50) Which of the following is true about Web 2.0 applications?

A) They are subject to frequent interface changes. 

B) They require product licenses.

C) Their content is produced and controlled by site owners.

D) They are designed for one-way communication.

Answer:  A
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51) The Web 2.0 business model relies on ________.

A) software licensing

B) subscription fees

C) advertising

D) content syndication

Answer:  C
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52) Which of the following is an example of traditional licensed software?

A) MS Office

B) Twitter

C) eBay

D) Google Docs

Answer:  A
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53) Which of the following is an example of a Web 2.0 application?

A) Facebook

B) MS Office

C) TurboTax

D) Encyclopedia Britannica

Answer:  A
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Chapter LO:  1

54) Which of the following statements is true of traditional software applications?

A) Traditional applications offer software as a free service.

B) Traditional applications encourage user participation.

C) Traditional applications offer software as a product for sale.

D) Traditional applications support interaction and communication.

Answer:  C
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55) Which of the following refers to the point of interaction between the user and the computer?

A) interface

B) mashup

C) Web site

D) prosumer

Answer:  A
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56) ________ combine the output from two or more Web sites into a single user experience.

A) Mashups

B) Blogs

C) Links

D) Podcasts

Answer:  A
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57) Which of the following is true about mashups?

A) They keep the point of interaction between the user and the

computer constant.

B) They allow users to create custom interfaces.

C) They enable traditional software applications to run on-site.

D) They ensure that software releases are made in a controlled fashion.

Answer:  B
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58) Users who contribute content to a Web 2.0 site are called ________.

A) crowd sources

B) mashups

C) prosumers

D) intermediaries

Answer:  C
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59) Wikipedia is an online encyclopedia based on Web 2.0. The content available on the site is created and managed by its users. The users of Wikipedia are called ________.

A) internal customers

B) mashups

C) prosumers

D) intermediaries

Answer:  C
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60) Social media is any Web application that ________.

A) requires users to create personal accounts

B) utilizes a static interface and has scheduled releases

C) relies on product licenses to generate revenue

D) depends on user-generated content

Answer:  D

Page Ref: 316

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

61) Why is social media considered a type of Web 2.0 application?

A) Social media does not alter the point of interaction between the user and the computer.

B) Social media promotes one-way communication.

C) Social media is driven by user-generated content.

D) Social media uses proprietary technologies to create and manage content.

Answer:  C
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62) ________ social media sites, such as blogs and YouTube, emphasize contributions from users in the form of messages and videos.

A) Monitoring

B) Networking

C) Sharing

D) Collaborating

Answer:  C

Page Ref: 317

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  1

63) Which of the following is categorized as a sharing social media site?

A) Facebook

B) Twitter

C) LinkedIn

D) Foursquare

Answer:  B
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64) Oldfriends.com is a Web site that helps individuals get in touch with their old school and college friends. This Web site would come under which of the following categories of social media?

A) monitoring media

B) networking media

C) sharing social media

D) collaborating media

Answer:  B
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65) Which of the following would be categorized as a type of networking media?

A) LinkedIn

B) Delicious

C) Wikipedia

D) YouTube

Answer:  A
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66) Which of the following would be categorized as a type of collaborating media?

A) LinkedIn

B) Twitter

C) YouTube

D) Delicious

Answer:  D
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67) ________ is a mobile Web application that allows registered users to connect with friends and share their location.

A) LinkedIn

B) Delicious

C) Digg

D) Foursquare

Answer:  D
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68) ________ allows users to share votes on Web articles with other users. 

A) Google Docs

B) Digg

C) Foursquare

D) Delicious

Answer:  B
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69) Which of the following enables users to tag Web sites, create lists of sites, and share those lists with other users?

A) Google Docs

B) Digg

C) Foursquare

D) Delicious

Answer:  D
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70) Enterprise 2.0 refers to ________.

A) traditional software that performs Web 2.0 functions

B) an earlier version of Web 2.0

C) the business use of Web 2.0

D) licensed software based on Web 2.0

Answer:  C
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71) The processes supported by Web 2.0 and social media are typically ________.

A) dynamic processes

B) procedural activities

C) day-to-day activities

D) operational processes

Answer:  A
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72) Which of the following is Google's pay-per-click advertising product?

A) AdWords

B) AdCenter

C) Foursquare

D) Live Ads

Answer:  A
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73) With AdWords, Google charges advertisers when ________.

A) customers use a search word that the advertiser selected

B) their advertisements are displayed in Google's search results

C) customers click on the advertiser's link

D) their advertisements are converted to a sale or registration

Answer:  C
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74) ________ searches an organization's Web site and inserts ads that match content on that site.

A) AdWords

B) AdSense

C) Foursquare

D) Live Ads

Answer:  B

Page Ref: 319

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Discuss the role of information systems in supporting business processes

75) An organization wants to sell advertising space on its Web site. However, it is unable to find advertisers. Which of the following Web 2.0 applications would be most helpful to this firm?

A) Foursquare

B) AdWords

C) AdSense

D) Live Ads

Answer:  C
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76) Which of the following is the most important function of Google's AdSense?

A) adding supportive content such as flash pages in advertisements

B) matching Web content and advertising content

C) preventing third party advertisers from using Google search 

D) making Google's search algorithm compatible with social media

Answer:  B
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77) Google Analytics is used to ________.

A) create interactive advertisements

B) match Web content and advertising content

C) collect data about Web traffic

D) facilitate remote networking

Answer:  C
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78) A book publisher uses an online portal to sell its books. Out of every thousand customers who visit the portal, a hundred read reviews of the books and twenty place orders. What is the conversion ratio of this Web portal?

A) 0.2

B) 0.1

C) 0.001

D) 0.02

Answer:  D
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79) Online content, such as videos, is said to go viral when it is ________.

A) created using technologies such as digital image processing

B) published on both offline and online media 

C) published in a wide variety of digital formats 

D) shared and promoted by several individuals on social media outlets

Answer:  D
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80) A ________ is a network of personal interdependencies, such as friendships, common interests, or kinship, on a social media application.

A) mashup

B) social graph

C) mutinous movement

D) crowd source

Answer:  B
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81) ________ is the most popular professional networking social media site.

A) LinkedIn

B) Facebook

C) HR.com

D) Google+

Answer:  A
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82) ________ is the outsourcing of a task that traditionally was done by an employee to a large, undefined group of people.

A) Insourcing

B) Crowdsourcing

C) Co-sourcing

D) Homesourcing

Answer:  B
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83) ________ refers to the investment in social relations with the expectation of benefits in the marketplace.

A) Social capital

B) Social utility

C) Social service

D) Social entrepreneurship

Answer:  A

Page Ref: 326

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  4

84) Traditional capital refers to investments in ________.

A) social relations and networks

B) employee skills

C) human knowledge

D) machines and equipment

Answer:  D

Page Ref: 326

Difficulty:  Easy
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85) A company creates a Facebook page to improve its public image and connect with its customers. By doing this, the company is attempting to build ________.

A) employee capital

B) human capital

C) social capital

D) traditional capital

Answer:  C
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86) Which of the following is a major objective of building social capital?

A) ensuring timely delivery of product inputs

B) streamlining operational processes

C) reducing the cost of production

D) connecting to people with more assets

Answer:  D
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87) Which of the following is a measure of the strength of relationships in a company's social network?

A) the frequency of favors performed by members of the network 

B) the number of relationships that the company has

C) the number of relationships that each of the members have

D) the dollar value of the assets that the network's members possess

Answer:  A
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88) Which of the following statements is true about social capital?

A) The benefits of social capital spill over to other processes.

B) Social capital flows only from a company to its customers.

C) Social capital is more additive than multiplicative.

D) Social capital generates immediate benefits which are visible in process improvements.

Answer:  A
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89) Which of the following is a major management challenge associated with Web 2.0 applications?

A) Web 2.0 is more suited for operational processes than dynamic business processes. 

B) Web 2.0 applications cannot be used to support a firm's promotional activities.

C) A company's marketing messages can go viral by using Web 2.0 applications.

D) Labor requirements are difficult to estimate when using Web 2.0 applications.

Answer:  D
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90) Which of the following is a major risk associated with user-generated content?

A) The company's digital content creation costs might increase.

B) The company might receive unfavorable customer reviews.

C) The company's communication might not reach the intended audience.

D) The company might unknowingly infringe upon copyright laws.

Answer:  B
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91) An individual uses a company's Facebook page to promote a political party that he supports. He also publishes his views about unrelated topics on the page. This user is called a ________.

A) spambot

B) hacker

C) crackpot

D) phisher

Answer:  C
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92) A company discovers that its Facebook page contains numerous complaints from customers about its products. Which of the following is likely to be the best response to such criticism?

A) Leave the problematic content as it is in order to lend credibility to the page.

B) Remove the content immediately to avoid negativity toward the company.

C) Delete the content and notify the users about the deletion.

D) Block the publishers of such posts from making further contributions.

Answer:  A
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93) ________ are an extension of bad reviews where prosumers revolt and use an organization's site in damaging ways.

A) Viral attacks

B) Spoofs

C) Crackpots

D) Mutinous movements

Answer:  D
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94) Which of the following should a company delete from its social media page?

A) anonymous posts

B) contributions from crackpots

C) negative product reviews

D) poor customer feedback

Answer:  B
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95) Establishing listening platforms to track mentions of products and brands on social media is referred to as ________.

A) social responsibility

B) social media optimization

C) search engine optimization

D) social media monitoring

Answer:  D

Page Ref: 332

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  6

96) While passing by one of your favorite restaurants, you receive a tweet from them about "happy hours." This is an example of ________.

A) search-based marketing

B) internal advertising

C) search advertising

D) location-based marketing

Answer:  D
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97) What is Web 2.0? 

Answer:  Web 2.0 generally refers to a loose grouping of capabilities, technologies, business models, and philosophies. Web 2.0 software is free and constantly changing Web-based software designed to support the sharing of user-generated content.
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98) Compare and contrast Web 2.0 applications with traditional applications.

Answer:  

	Characteristic
	Web 2.0 Applications
	Traditional Applications

	Software
	Free
	Software as a product for sale

	Interface
	Constant change; frequent updates change the user interface
	Few interface changes

	Goal
	Support interaction and communication
	Problem solving, productivity, no user participation

	Content
	Users and providers contribute content
	Providers contribute and control all content

	Examples
	Google, Facebook, Twitter, Wikipedia
	Microsoft Office, TurboTax, Encyclopedia Britannica
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99) Explain the difference between traditional software and Web 2.0 in terms of their goals.

Answer:  The aim of traditional software is to support individual goals—to assist the user in creating documents, performing analyses, monitoring finances, making presentations, keeping track of things, managing projects, and designing products.

In contrast, Web 2.0 is about participation. The software still supports user goals, but the method to support these goals is through two-way communication and interaction. Two-way communication occurs as users send and receive messages. With Web 2.0 applications, users provide reviews, map content, discuss responses, create blog entries, and so forth.
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100) Explain the difference between traditional software and Web 2.0 in terms of content.

Answer:  Traditional site owners produce and control all content. Web 2.0 sites allow users to contribute content. This content might be a simple yes/no vote or a discussion board at the end of a news article. Users who contribute to the site are called prosumers. More than just consuming the data on the site, prosumers take an active role and produce data for other consumers to read.
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101) What is social media? Explain with the help of examples.

Answer:  Social media is any Web application that depends on user-generated content (UGC). User-generated content is publically available content created by end users. This makes social media a type of Web 2.0 application. Social media also shares the other elements of Web 2.0—free, constantly changing, and designed to support interaction and two-way communication. But what makes these social media applications unique is that they rely 100 percent on user-generated content. Web sites such as Facebook and Twitter are examples of social media.
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102) Compare and contrast sharing social media and networking media with the help of examples.

Answer:  Sharing social media sites such as blogs, Twitter, and YouTube emphasize contributions in the form of messages and videos. Compared to networking applications, this type of social media supports the user's need to send messages. In this type of media, the recipient of the message is often unknown to the sender.

Networking media such as Facebook, LinkedIn, and foursquare are used to connect individuals. Rather than sending messages to unfamiliar recipients, here the emphasis, and the attraction, is on belonging. Messages are sent to other known users and received from them. 
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103) What is collaborating media?

Answer:  Collaboration is a group process where work is accomplished through feedback and iteration. Collaborating media includes a wide range of platforms such as Wikipedia, StumbleUpon, Digg, Delicious, Google Docs, and Quora. The focus of this type of social media is to support the user's collaboration processes. 
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104) What types of processes are typically supported by Web 2.0 applications?

Answer:  The processes supported by Web 2.0 and social media are typically dynamic processes. Although operational processes such as sales and procurement can also be supported by these new information systems, these systems are still somewhat experimental and change their software frequently. Because they are experimental, low cost, easy to use, and flexible, their first uses in business tend to be in support of dynamic processes.
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105) Explain the functioning of Google AdWords.

Answer:  Google pioneered Web 2.0 advertising with its AdWords software. AdWords is Google's popular pay-per-click advertising product. With AdWords companies pay a predetermined price for particular search words. For example, a university golf course might agree to pay $2 for the words "golf" and "Colorado." When a customer uses Google to search for those terms, Google will display a link to the university golf course Web site. If the user clicks that link (and only if the user clicks that link), Google charges the golf course account $2. The golf course pays nothing if the user does not click.
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106) What difficulties do Web sites face in terms of finding advertisers? What role does Google AdSense play in this process?

Answer:  Some organizations sell advertising space on their Web sites. Others would like to sell space if the cost of finding advertisers could be reduced. On the traditional Web, banner ads and pop-up ads were the favored method of advertising. Organizations with Web site space had to find advertisers and work out the details of the advertising agreement. This can be a time-consuming process of agreeing to terms, providing images and text, and tracking page loads for each agreement.

Google's AdSense is a Web 2.0 application that makes the process of buying and selling advertisements more efficient. AdSense searches an organization's Web site and inserts ads that match content on that site. When users click those ads, Google pays the Web site owner a fee. The organization that owns the site does not have to maintain a process of finding advertisers.

Page Ref: 319

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Discuss the role of information systems in supporting business processes

107) Explain how B2C businesses can benefit from using Web 2.0 applications such as Google Analytics.

Answer:  Retailers can improve the B2C sales process with Web 2.0 applications. A key activity of the B2C sales process is collecting customer data. This data might include which browser the visitor is using, the visitor's IP address, and if the user eventually purchased from the site. Before Web 2.0, B2C businesses had to write their own code to collect this type of data. Now, B2C sites can download free Google Analytics software to collect Web traffic data. This data includes where the customer came from (from a search engine, another site, etc.), where the customer visited in the site, and the conversion rate, which is the ratio of the number of customers who eventually purchased divided by the number who visited. Analysts can examine this type of data and make changes to the site with the objective of increasing conversion rates. Google Analytics helps companies improve their B2C Sales process as measured by conversion rates.
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108) Explain how social media helps organizations' promotion processes.

Answer:  Perhaps the most immediate and profitable way that social media help business is by supporting the process of promotion. Promotion processes have a variety of objectives. One common objective is increasing awareness of the product or service. Social media helps organizations accomplish this objective. Possible measures for this objective are counts of likes, retweets, and downloads.
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109) Explain how networking social media can be used in an organization's hiring process. 

Answer:  Networking social media can be used to gather intelligence about potential employees in support of the firm's hiring process. LinkedIn is the most popular professional networking social media site. On the site, users maintain a resume-like profile and a list of connections–people they know. Through LinkedIn, many firms are lowering costs and shortening times needed to post jobs, find candidates, collect recommendations, and make hiring decisions.
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110) What is the difference between traditional capital and human capital?

Answer:  Traditional capital refers to investments into resources such as factories, machines, manufacturing equipment, and the like. Human capital is the investment in human knowledge and skills for future profit.
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111) What is social capital?

Answer:  Social capital is the investment in social relations with the expectation of benefits in the marketplace. Building social capital is a dynamic process that is vital to the firm.
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112) What are the benefits of building social capital?

Answer:  Social capital has three benefits for a business. Relationships in social networks can provide a business with data about opportunities, alternatives, problems, and other factors important to business professionals. They also provide an opportunity to influence decision makers and to increase the influence of the organization in the industry. Third, being linked to a network of highly regarded contacts is a form of social credential. Others will be more inclined to work with you if they believe critical personnel are standing with you and may provide resources to support you.
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113) What are the three objectives of building social capital?

Answer:  Building social capital is a process that has three objectives: 

(1) Increase the number of relationships in a social network. 

(2) Increase the strength of those relationships. 

(3) Connect to those with more assets.
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114) What is meant by "the strength of a relationship" in the context of social capital? How can an organization use social media to strengthen its relationships?

Answer:  To an organization, the strength of a relationship is the likelihood that a person or other organization in the relationship will do something that benefits the organization. An organization has a strong relationship with you if you buy its products, write positive reviews about it, post pictures of you using the organization's products or services, and so on. Social media provide three forms of value: data, influence, and social credentials. If an organization can induce those in its relationships to provide more of any of those factors, it has strengthened that relationship.
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115) List the major risks associated with user content.

Answer:  The major risks associated with user content are (1) junk and crackpots, (2) inappropriate content, (3) unfavorable reviews, (4) mutinous movements, (4) dependency on the social media vendor.
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116) What is location-based marketing?

Answer:  Location-based marketing integrates customer location data into marketing activities. Organizations send offers to customers who are geographically closer to them.
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Processes, Systems, and Information (Kroenke/McKinney)

Chapter 12   MIS Management Processes: Process Management, Systems Development, and Security

1) BPM is a recurring process for systematically monitoring, modeling, creating, and implementing business processes.

Answer:  TRUE
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2) Managers evaluate process measures against their objectives and respond to changes in the business climate during the modeling activity of BPM.

Answer:  FALSE
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3) New process modeling is not necessary if a process change involves only alterations in human resources.

Answer:  TRUE
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4) Designing system components is the first step in the SDLC process.

Answer:  FALSE
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5) Technical feasibility refers to whether existing information technology is likely to be able to meet the needs of a new information system.

Answer:  TRUE
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6) Organizational feasibility refers to whether a new information system is economically feasible for an organization.

Answer:  FALSE
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7) Business analysts work primarily with systems development, but they are also involved in business processes.

Answer:  FALSE
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8) Systems analysts are IS professionals who understand both business and technology.

Answer:  TRUE
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9) With regard to people, design involves developing role job descriptions.

Answer:  TRUE
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10) Tasks in the implementation activity of the SDLC process are to build and test system components and to convert users to the new system and possibly new business processes.

Answer:  TRUE
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11) A test plan is an informal description of how an information system's components should be tested.

Answer:  FALSE
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12) The term system conversion refers to the process of testing software.

Answer:  FALSE
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13) With pilot installation, an organization implements a limited portion of a new business process on the entire organization.

Answer:  FALSE
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14) With parallel installation, a new information system/business process is installed in phases across an organization.

Answer:  FALSE
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15) Parallel installation is also called direct installation.

Answer:  FALSE
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16) The work done during the maintenance activity of the SDLC process is either to fix the system or to adapt it to changes in requirements.

Answer:  TRUE
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17) Information systems security is the process of protecting information systems vulnerabilities from threats by creating appropriate safeguards.

Answer:  TRUE
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18) As a source of security vulnerabilities, malicious human activity includes physical accidents.

Answer:  FALSE
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19) Pretexting is social engineering in which someone gains unauthorized access to a computer without the user's knowledge. 

Answer:  FALSE
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20) Phishing is a social engineering technique for obtaining unauthorized data via e-mail pretexting.

Answer:  TRUE
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21) IP spoofing is a situation in which a computer registers on a network without using an IP address.

Answer:  FALSE
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22) Sniffing is a technique for intercepting computer communications.

Answer:  TRUE
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23) Hacking occurs when a person gains unauthorized access to a computer system.

Answer:  TRUE
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24) Denial-of-service attacks involve the sending of anonymous e-mails to users.

Answer:  FALSE
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25) Natural disasters present the largest risk for infrastructure loss.

Answer:  TRUE
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26) Establishing security policies is a security function of senior management.

Answer:  TRUE
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27) Safeguards are protections against security vulnerabilities.

Answer:  TRUE
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28) Balancing the risks and costs of a security system is the responsibility of system developers.

Answer:  FALSE
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29) Systems use user names to authenticate users.

Answer:  FALSE
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30) A smart card has a magnetic strip.

Answer:  FALSE
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31) Biometric authentication uses personal physical characteristics to authenticate users.

Answer:  TRUE
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32) A key is a number used to encrypt data.

Answer:  TRUE

Page Ref: 399

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  6

Course LO:  Describe different methods of managing IS security

33) Two different keys are used for coding and decoding in symmetric encryption.

Answer:  FALSE
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34) A public key is used for decoding messages in asymmetric encryption.

Answer:  FALSE
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35) Most secure communication over the Internet uses a protocol called HTTP.

Answer:  FALSE
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36) With HTTPS, data are encrypted using a protocol called the Transmission Control Protocol.

Answer:  FALSE
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37) A firewall is a computing device that prevents unauthorized network access.

Answer:  TRUE
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38) Worms are viruses that masquerade as useful programs or files.

Answer:  FALSE
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39) Worms are specifically programmed to spread, and they spread faster than other virus types.

Answer:  TRUE
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40) Adware is a program that is installed on a system after seeking the user's permission.

Answer:  FALSE

Page Ref: 401

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  6

Course LO:  Describe different methods of managing IS security

41) A bot is a computer program that is surreptitiously installed and takes actions unknown and uncontrolled by the computer's owner or administrator.

Answer:  TRUE
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42) The practice of keeping a copy of an encryption key with a trusted party is referred to as key escrow.

Answer:  TRUE
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43) Documenting position sensitivity enables security personnel to prioritize their activities in accordance with possible risks and losses.

Answer:  TRUE
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44) Organizations should not use security considerations as a criterion for hiring employees.

Answer:  FALSE
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45) Account management concerns the modification of existing account permissions and the removal of unneeded accounts.

Answer:  TRUE
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46) Passwords are the primary means of authentication for information systems.

Answer:  TRUE
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47) Switching between two passwords periodically will increase system security.

Answer:  FALSE
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48) A cold site is a utility company that can take over another company's processing with no forewarning. 

Answer:  FALSE
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49) Hot sites are cheaper to lease than cold sites.

Answer:  FALSE
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50) An incident response plan includes how employees are to respond to security problems, whom they should contact, the reports they should make, and steps they can take to reduce further loss.

Answer:  TRUE
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51) During the ________ activity of BPM, managers evaluate process measures against their objectives and respond to changes in the business climate.

A) component creation

B) monitoring

C) modeling

D) process implementation

Answer:  B
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52) During the modeling activity of BPM, teams build an as-is model which ________.

A) simulates the ideal situation

B) designs new business processes

C) documents the current situation

D) models the ideal behavior of team members

Answer:  C
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53) Which of the following is the first activity in the SDLC process?

A) design system components

B) determine requirements

C) define the system

D) develop technical safeguards

Answer:  C
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54) Which of the following is the last activity in the SDLC process?

A) implement the system

B) test the system

C) create system components

D) maintain the system

Answer:  D
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55) ________ feasibility concerns whether the new system fits within the customs, culture, charter, or legal requirements of a firm.

A) Economical

B) Technical

C) Schedule

D) Organizational

Answer:  D
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56) A firm considers a proposal for the implementation of a supply chain management system. After evaluating the proposal, the directors of the firm conclude that the system is not in line with the firm's culture and customs. This system lacks ________ feasibility.

A) economic

B) technical

C) schedule

D) organizational

Answer:  D

Page Ref: 385

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Discuss best practices for selecting, evaluating, and managing information systems projects

57) During the integrated testing and conversion phase of the SDLC process, the project team will be heavy with ________.

A) business analysts

B) programmers

C) business users

D) process specialists

Answer:  C
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58) Which of the following is true of systems analysts?

A) They integrate the work of programmers, testers, and users.

B) They work primarily with business processes.

C) They are active mainly during the system conversion phase of the systems development process.

D) They focus on information systems development and lack knowledge on process design.

Answer:  A
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59) Which of the following is the most important activity in the systems development process?

A) defining the system

B) maintaining the system

C) designing the system's components

D) determining the system's requirements

Answer:  D
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60) Which of the following is a valid observation of determining the requirements of an information system?

A) Determining system requirements is the final step in the SDLC process.

B) Systems analysts interview users and record the results to determine system requirements.

C) System requirements are determined after making a basic design of the system.

D) Existing systems are typically not used as a source for determining system requirements. 

Answer:  B
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61) A(n) ________ is a formal description of a system's response to use and misuse scenarios.

A) test plan

B) as-is model

C) digital certificate

D) code injection

Answer:  A
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62) The term system conversion refers to the phase in which an organization ________.

A) designs the software for a new system

B) installs a new system

C) tests a new system

D) designs the hardware of a new system

Answer:  B
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63) With ________ installation, organizations implement an entire system/business process on a limited portion of the business.

A) parallel

B) phased

C) pilot

D) plunge

Answer:  C
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64) Dorex Manufacturing builds an ERP system to streamline its business activities. After being tested, the company implements the system only in the procurement department. This is an example of ________ installation.

A) parallel

B) phased

C) pilot

D) plunge

Answer:  C
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65) With ________ installation, a new system/business process is installed in stages across an organization.

A) parallel

B) pilot

C) plunge

D) phased

Answer:  D
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66) With ________ installation, a new system/business process is installed and operated alongside the old system until the new system is tested and fully operational.

A) parallel

B) pilot

C) plunge

D) phased

Answer:  A
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67) Charko Chemicals is a firm that supplies chemicals to pharmaceutical companies in the United States. The company implements Oracle SCM to reduce its operational costs. Even after the implementation of the SCM system, the company does not shut down the old system and runs both the systems simultaneously. This is an example of ________ installation.

A) plunge

B) pilot

C) phased

D) parallel

Answer:  D
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68) With ________ installation, an organization shuts off the old system/business process and starts the new one.

A) parallel

B) pilot

C) plunge

D) phased

Answer:  C
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69) An organization purchases SAP's ERP system. After customizing the system and training employees, the organization shuts down the old system and implements the new one across all business processes. This is an example of ________ installation.

A) parallel

B) plunge

C) pilot

D) phased

Answer:  B
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70) Which of the following is a disadvantage of building information systems before business processes?

A) Some aspects of business processes are unlikely to be considered when the system is constructed first.

B) System requirements cannot be collected if systems are developed before business processes.

C) Organizations will lose focus on building hardware and software if information systems are built first.

D) Organizations will lose focus on data procedures and training if information systems are developed first.

Answer:  A
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71) As a source of security vulnerabilities, malicious human activity includes ________.

A) poorly designed procedures

B) intentional destruction of data

C) physical accidents

D) poorly written applications

Answer:  B

Page Ref: 393

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  4

Course LO:  Describe different methods of managing IS security

72) ________ refers to social engineering in which someone deceives by pretending to be someone else.

A) Pretexting

B) Spyware

C) Sniffing

D) Denial-of-service

Answer:  A
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73) ________ is a social engineering technique in which a person pretends to be a legitimate company and sends e-mails requesting confidential data.

A) Phishing

B) Spyware

C) Sniffing

D) Denial-of-service

Answer:  A
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74) You receive an e-mail from a reputed company claiming that it will pay you a large sum of money if you provide your bank account details. Later, you identify that the e-mail was not sent by the company. This e-mail is an example of ________.

A) sniffing

B) spyware

C) phishing

D) denial-of-service

Answer:  C
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75) A group of intruders accessed RK Bank's IP address and accepted payments on the bank's behalf. This attack is an example of ________.

A) sniffing

B) spyware

C) spoofing

D) denial-of-service

Answer:  C
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76) Which of the following is a technique for intercepting computer communications?

A) phishing

B) sniffing

C) keystroke logging

D) pretexting

Answer:  B
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77) ________ occurs when a person gains unauthorized access to a computer system.

A) Phishing

B) Pretexting

C) Digital footprinting

D) Hacking

Answer:  D
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78) A malicious hacker flooded an online retailer's server with millions of bogus service requests. Due to this, the Web site's server was overloaded and the site was unable to service legitimate customer requests. This attack is an example of which of the following security threats?

A) spoofing

B) sniffing

C) phishing

D) denial-of-service 

Answer:  D
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79) An organization protects important information by using passwords. This is an example of a ________ safeguard.

A) procedural

B) data

C) software

D) hardware

Answer:  B
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80) Account administration and systems procedures are examples of ________ safeguards.

A) data

B) hardware

C) human

D) software

Answer:  C
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81) Which of the following is NOT an element of computer security?

A) System owners should not have computer security responsibilities outside their own organizations.

B) Computer security responsibilities and accountability should be made explicit.

C) Computer security is constrained by societal factors.

D) Computer security should be periodically reassessed.

Answer:  A
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82) Which of the following is a valid difference between a password and user name?

A) A password is used to encode information whereas a user name is used to decode information. 

B) A user name is more complex compared to a password.

C) A user name identifies the user whereas a password authenticates the user.

D) A user name is a primary authentication measure whereas a password is a secondary authentication measure. 

Answer:  C
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83) Which of the following is true about biometric authentication?

A) It uses personal physical characteristics for authentication.

B) It is less invasive than other methods of authentication.

C) It uses a microchip loaded with identifying data to authenticate users.

D) It provides weak authentication compared to other methods.

Answer:  A
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84) A number used to encrypt data is called a(n) ________.

A) signature

B) key

C) bot

D) escrow

Answer:  B

Page Ref: 399

Difficulty:  Easy

AACSB:  Use of information technology

Chapter LO:  6

Course LO:  Describe different methods of managing IS security

85) ________ is the process of transforming clear text into coded, unintelligible text for secure storage or communication.

A) Code injection

B) Pretexting

C) Encryption

D) Authentication

Answer:  C
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86) In the case of ________, the same key is used to encode and to decode a message.

A) asymmetric encryption

B) digital signatures

C) symmetric encryption

D) digital certificates

Answer:  C
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87) With asymmetric encryption, ________.

A) separate keys are used for encoding and decoding

B) encryption and decryption occur at the same time

C) the same key is used to encode and to decode messages

D) microchips loaded with identifying data are used to authenticate users

Answer:  A
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88) Which of the following is a difference between a public key and a private key?

A) A private key is used for encoding messages, and a public key is used for decoding them.

B) A public key is used in asymmetric encryption, whereas a private key is used in symmetric encryption.

C) A public key is used in symmetric encryption, whereas a private key is used in asymmetric encryption.

D) A public key is used for encoding messages, and a private key is used for decoding them.

Answer:  D
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89) With HTTPS, data are encrypted using a protocol called the ________.

A) Transmission Control Protocol

B) Secure Socket Layer

C) File Transfer Protocol

D) Extensible Messaging Layer

Answer:  B
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90) ________ are an encryption technique that is used to protect against spoofing of public keys.

A) Socket layers

B) Bot herders

C) Firewalls

D) Digital certificates

Answer:  D
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91) A ________ is a computing device or a program that prevents unauthorized network access.

A) firewall

B) payload

C) bot

D) hot site

Answer:  A
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92) A virus is a computer program that ________.

A) observes the user's actions and keystrokes

B) replicates itself

C) encrypts data

D) prevents unauthorized network access

Answer:  B
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93) ________ are viruses that masquerade as useful programs or files.

A) Spyware programs

B) Worms

C) Spoofs

D) Trojan horses 

Answer:  D
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94) A(n) ________ is a virus that propagates using the Internet or other computer networks and is specifically programmed to spread.

A) adware program

B) escrow

C) worm

D) Trojan horse

Answer:  C
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95) ________ are installed on a user's computer without the user's knowledge or permission. They reside in the background and, unknown to the user, observe the user's actions and keystrokes and report the user's activities to sponsoring organizations.

A) Spyware programs

B) Firewalls

C) Worms

D) Trojan horses

Answer:  A
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96) A(n) ________ is a computer program that is surreptitiously installed and that takes actions unknown and uncontrolled by the computer's owner or administrator.

A) firewall

B) bot

C) spoof

D) escrow

Answer:  B
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97) Which of the following is a code injection technique used to infect sites such as discussion forums?

A) Trojan horse attacks

B) SQL injection attacks

C) cross-site scripting

D) denial-of-service attacks

Answer:  C
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98) Key escrow refers to the practice of ________.

A) keeping a copy of the encryption key with a trusted party

B) creating a public key and a private key

C) allowing all employees to share a private key

D) including multiple characters and symbols in an encryption key

Answer:  A
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99) Which of the following backup procedures is associated with system users?

A) prepare for loss of system functionality

B) operate data center equipment

C) backup administrative data

D) know tasks to perform during system recovery

Answer:  A
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100) A ________ is a utility company that takes over another company's processing with no forewarning.

A) botnet

B) hot site

C) bot herder

D) cold site

Answer:  B
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101) What is BPM? What are the basic activities in BPM?

Answer:  Business process management (BPM) is a recurring process for systematically monitoring, modeling, creating, and implementing business processes. The basic activities are: (1) monitoring process measures, (2) modeling processes, (3) creating components, and (4) implementing processes. 
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102) Briefly explain the modeling activity of BPM.

Answer:  During the modeling activity of BPM, business users who have expertise and are involved in a process adjust and evaluate those models. Usually teams build an as-is model that documents the current situation and then change that model to make adjustments necessary to solve process problems. After constructing the as-is model, the process management team then models alternatives.
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103) List the activities in the SDLC process.

Answer:  The activities in the SDLC process are as follows: (1) define the system, (2) determine requirements, (3) design system components, (4) create, test, and implement the system, and (5) maintain the system.
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104) Briefly describe the requirements determination stage of the SDLC process.

Answer:  Determining the system's requirements is the most important activity in the systems development process. If the requirements are determined completely and correctly, then design and implementation will be easier and more likely to result in success. Typically, systems analysts interview users and record the results in some consistent manner. Seasoned and experienced systems analysts know how to conduct interviews to bring such requirements to light.

Sources of requirements include existing systems as well as the forms, reports, queries, and application features and functions desired in the new system. Security is another important category of requirements.

Page Ref: 386

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  2

Course LO:  Compare and contrast different methods for developing information systems

105) Briefly describe the tasks in the implementation activity of the SDLC process.

Answer:  Tasks in the implementation activity are to build and test system components and to convert users to the new system and possibly new business processes. Developers construct each of the components independently. They obtain, install, and test hardware. They license and install off-the-shelf programs; they write adaptations and custom programs, as necessary. They construct a database and fill it with data. They document, review, and test procedures, and they create training programs. Finally, the organization hires and trains needed personnel.
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106) What is the difference between pilot installation and phased installation?

Answer:  With pilot installation, the organization implements the entire system/business process on a limited portion of the business. The advantage of pilot implementation is that if the system fails, the failure is contained within a limited boundary.

With phased installation, the new system/business process is installed in phases across the organization(s). Once a given piece works, then the organization installs and tests another piece of the system, until the entire system has been installed. Some systems are so tightly integrated that they cannot be installed in phased pieces. Such systems must be installed using other installation techniques.
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107) What is the difference between parallel installation and plunge installation?

Answer:  With parallel installation, the new system/business process runs in parallel with the old one until the new system is tested and fully operational. Parallel installation is expensive, because the organization incurs the costs of running both existing and new systems/business process. Users must work double-time to run both systems. Then, considerable work is needed to reconcile results of the new with the old.

With plunge installation, the organization shuts off the old system/business process and starts the new one. If the new system/process fails, the organization is in trouble. Nothing can be done until either the new system/process is fixed or the old system/process is reinstalled. Because of the risk, organizations should avoid this conversion style if possible. The one exception is if the new system is providing a new capability that will not disrupt the operation of the organization if it fails.
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108) Discuss the approach of designing business processes before building information systems.

Answer:  In the business process first approach, organizations will engage in business process management and construct system components in the create components activity of the BPM cycle. This approach works well for the business processes that are being constructed because the requirements for that system are taken from those processes. However, this approach will cause problems later for other processes that could use the same information system.
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109) What are the major sources of security vulnerabilities?

Answer:  A security vulnerability is a potential challenge to the integrity of information systems from one of three sources: human error and mistakes, malicious human activity, and natural events and disasters.
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110) What is meant by pretexting and phishing?

Answer:  Pretexting is social engineering in which someone deceives by pretending to be someone else. Phishing is another social engineering technique for obtaining unauthorized data via e-mail pretexting. The phisher pretends to be a legitimate company and sends an e-mail requesting confidential data, such as account numbers, Social Security numbers, account passwords, and so forth.
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111) What is spoofing? What are the two types of spoofing?

Answer:  Spoofing is another term for someone pretending to be someone else. If you pretend to be your professor, you are spoofing your professor. IP spoofing occurs when an intruder uses another site's IP address as if it were that other site. E-mail spoofing is a synonym for phishing.
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112) What is hacking?

Answer:  Hacking occurs when a person gains unauthorized access to a computer system. Although some people hack for the sheer joy of doing it, other hackers invade systems for the malicious purpose of stealing or modifying data. Computer criminals invade computer networks to obtain critical data or to manipulate the system for financial gain.
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113) In the context of information systems, what is meant by safeguards?

Answer:  Safeguards are protections against security vulnerabilities. A good way to view safeguards is in terms of the five components of an information system. Some of the safeguards involve computer hardware and software. Some involve data; others involve procedures and people. In addition to these safeguards, organizations must also consider disaster-recovery safeguards. An effective security program consists of a balance of safeguards of all these types.
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114) Briefly describe management's role in information systems security.

Answer:  Management has a crucial role in information systems security. Management sets the security policy, and only management can balance the costs of a security system against the risk of security vulnerabilities.
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115) What is biometric authentication? What are its advantages and disadvantages?

Answer:  Biometric authentication uses personal physical characteristics such as fingerprints, facial features, and retinal scans to authenticate users. Biometric authentication provides strong authentication, but the required equipment is expensive. Often, too, users resist biometric identification because they feel it is invasive. Biometric authentication is in the early stages of adoption. Because of its strength, it likely will see increased usage in the future. It is also likely that legislators will pass laws governing the use, storage, and protection requirements for biometric data.
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116) Differentiate between symmetric encryption and asymmetric encryption.

Answer:  In symmetric encryption, the same key is used to encode and decode messages. With asymmetric encryption, two keys are used; one key encodes the message, and the other key decodes the message. Symmetric encryption is simpler and much faster than asymmetric encryption.
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117) Briefly describe a virus, a Trojan horse, and a worm.

Answer:  A virus is a computer program that replicates itself. Ultimately, a virus consumes the computer's resources. Trojan horses are viruses that masquerade as useful programs or files. A typical Trojan horse appears to be a computer game, an MP3 music file, or some other useful innocuous program.

A worm is a virus that propagates using the Internet or other computer network. Worms spread faster than other virus types because they are specifically programmed to spread. Unlike non-worm viruses, which must wait for the user to share a file with a second computer, worms actively use the network to spread. Sometimes, worms so choke a network that it becomes unusable.

Page Ref: 401

Difficulty:  Moderate

AACSB:  Use of information technology

Chapter LO:  6

Course LO:  Describe different methods of managing IS security

118) Explain the importance of position definitions in information security.

Answer:  In general, job descriptions should provide a separation of duties and authorities. For example, no single individual should be allowed to approve expenses, write checks, and account for the disbursement. Instead, one person should approve expenses, another person pay them, and a third account for the transaction. 

Given appropriate job descriptions, users' computer accounts should give users the least possible privilege necessary to perform their jobs. For example, users whose job description does not include modifying data should be given accounts with read-only privilege. Similarly, user accounts should prohibit users from accessing data they do not need.

Finally, the security sensitivity should be documented for each position. Some jobs involve highly sensitive data. Other positions involve no sensitive data. Documenting position sensitivity enables security personnel to prioritize their activities in accordance with the possible risk and loss.
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119) Differentiate between a hot site and a cold site.

Answer:  An organization must create backups for critical resources at remote processing centers. A hot site is a utility company that can take over another company's processing with no forewarning. Hot sites are expensive; organizations pay $250,000 or more per month for such services. Cold sites, in contrast, provide computers and office space. They are cheaper to lease, but customers install and manage systems themselves. The total cost of a cold side, including all customer labor and other expenses, might not necessarily be less than the cost of a hot site.

Once the organization has backups in place, it must train and rehearse cutover of operations from the primary center to the backup. In the case of a hot site, employees must know how to ensure the handoff occurred without a problem, how to run systems while the hot site is active, and how to recover processing when the primary site is again operational. For cold sites, employees must know how to apply backups, how to start systems, and how to run systems from the cold site location. 
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