Types of  business processes

1. Operational processes 
· Are commonplace, routine, everyday business processes? (Ordering supplies, paying bills, ringing up customers)  
· Schedule the equipment, people, and facilities necessary to build or assemble a product or provide a service. 

· Rely more on computerized actors than other types of processes. 
· Transaction processing system facilitates operational processes. 

2. Managerial processes 
· Concern recourses use and include planning, assessing, and analyzing the resources used by company in pursuit of its objectives. 
· Rely on fewer computerized actors compared to operational processes. 
3. Strategic processes
· Seeks to resolve issues that have long-range impact on the organization (setting a business budget, introducing new product)
· They are broad in scope and impact most of the firm.
· Executive support system facilitates strategic processes. 


Objective of processes

Efficiency (operational) – creating more input with the same input or the same output with fewer inputs. 

Effective (strategic) – doing the right things

Business process 

Inbound logistics 
· Responsible for receiving, storing and disseminating products inputs. 
· Procurement (ordering supplies), managing inventory, and evaluating potential suppliers

Outbound logistic processes
· Responsible for collecting, storing, and distributing products to buyers
· Records sales order, ships the product, and bills the customer
OMIS Model
1. Specify and, if possible, improve the objectives for the process
2. Specify and, if possible, improve how each objective is measured


Metrics – quantities assigned to attributes
Reasonable measure – a measure that is valid and compelling
Accurate measure – measure is exact and precise
Consistent measure – are reliable

Linkage – impact of one activity on another activity
ERP – most significant technology for improving business processes

As-is diagrams - are diagrams of the current process
Ought-to-be diagrams – diagrams of suggested improvements to a process




































The generic value chain developed by Porter consists of five primary activities and three support activities. The primary activities are:

a. In-bound logistics-which deals with receiving, storing, and disseminating inputs to the product
b. Operations-which involves transforming inputs into the final product
c. Out-bound logistics-which deals with collecting, storing, and physically distributing the product to buyers
d. Marketing and sales-which involves inducing buyers to purchase the product and providing a means for them to do so
e. Customer service-which involves assisting customer's use of the product and thus maintaining and enhancing the product's value



3 ways to create competitive advantage

a. creating new products or services
b. enhancing existing products or services
c. differentiating their products and services from those of their competitors

3 types of categories of application programs

a. 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.

b. 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. Vertical applications usually can be altered or customized.

c. 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.


4 phase of customer life cycle

· Marketing – sending messages to target market
· Customer acquisition – when products are purchased
· Relationship management – selling them more products
· [bookmark: _GoBack]Loss/churn - 
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