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KEY TERMS:
Chapter 1:

e Business-driveninformation systems: systems thatare implemented to supporta
company’s competitive business strategy

e Business process: a standardized set of activities that accomplishes a specific task,
such as processing a customer’s order

e Business-to-business (B2B) marketplace: applies to businesses buying from and selling
to each other over the internet

e Buyer power: high when buyers have many choices of whom to buy from and low
when their choices are few

e Chiefinformation officer (ClO): responsible for (1) overseeing all uses of information
systemsand (2) ensuring the strategic alignment of IT with business goals and
objectives

e Chiefknowledge officer (CKO): responsiblefor collecting, maintaining, and distributing
the organization’s knowledge

e Chief privacy officer (CPO): responsible for ensuring the ethical and legal use of
information within an organization

e Chiefsecurity officer (CSO): responsible for ensuring the security of IT systems and
developing strategies and IT safeguards against attacks from hackers and viruses

e Chieftechnology officer (CTO): responsible for ensuring the throughput, speed,
accuracy, availability, and reliability of an organization’s information technology

e Competitive advantage: a product or service that an organization’s customers place a
greater value on than similar offerings froma competitor

e Data: raw facts that describe the characteristics of an event

e Environmental scanning: the acquisition and analysis of events and trends in the
environment external to an organization

e First-moveradvantage: an organization can significantly impact its market share by
being first to market with a competitive advantage

e Five forces model: helps determine the relative competitive attractiveness of an
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e Information:data converted into a meaningfuland useful context

e Informationsystems (IS): computer-based tools that people use to work with
information and that support the information and information-processing needs of an
organization

e Informationtechnology (IT): the acquisition, processing, storage, and dissemination of
vocal, pictorial, textual, and numerical information by a microelectronics based
combination of computing and telecommunications

e Knowledge:actionable information

e Loyalty programs: reward customers based on the amount of business the do with a
particular organization

e Managementinformation systems (MIS): the function that plans for, develops,
implements, and maintains IT hardware, software, and applications that people use to
supportthe goals of an organization

e Private exchange:a B2B marketplace in which a single buyer postsits need and then
opensthe biddingto any supplier who would care to bid

e Reverse auction: an auction formatin which increasingly lower bids are solicited from
organizations willing to supply the desired product or service at an increasingly lower
price

e Rivalry among existing competitors: high when competitionis fierce in a market and
lower when competition is more complacent

e Supplierpower: high when buyers have few choices of whomto buy from and low
when their choices are many

e Switchingcosts: the coststhat can make customers reluctant to switch to another
product or service

e Threat of new entrants: high whenit is easy for new competitors to enter a market
and low when there are significant entry barriers to entering a market

e Threat of substitute products or services: high when there are many alternatives to a
product or service and low when there are few alternatives from which to choose

e Value chain: views an organization as a series of processes, each of which addsvalue
to the product or service foreach customer

Chapter 2:

e Analyticalinformation: encompasses all summarized or aggregated transactional data,
and its primary purposeis to support the performing of higher-level analysis tasks

e Artificial intelligence (Al): stimulates human intelligence, such as the ability to reason
and learn

e As-isprocess models:represent the current state of the oneration that has been
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mapped, without any specificimprovements or changes to existing processes

e Benchmarking: the process of continuously measuring system results, comparing
those results to optimal system performance (benchmark values), and identifying
steps and procedures to improve system performance

e Benchmarks: baseline values the system seeks to attain

e Business-facingprocesses:invisibleto the external customer but essential to the
effective management of the business; include goal setting, day-to-day planning,
performance feedback, rewards, and resource allocation

e Businessintelligence: applications and technologies that are used to gather, provide
access to, and analyze information to support people’s decision-making efforts

e Business processimprovement: attempts to understand and measure a business
process and make performanceimprovements on that process accordingly

e Business process management (BPM): integrates all of an organization’s business
processes to make individual processes more efficient

e Business process model:a graphic description of a process showing the sequence of
process tasks, which is developed for a specific purposeand from a selected viewpoint

e Business process modeling (mapping): the activity of creating a detailed flow chart,
work flow diagram, use case diagram, or process map of a work process showingits
inputs, tasks, and activities, in a structured sequence

e Business process re-engineering (BPR): the analysis and redesign of workflow within
and between enterprises

e Consolidation:involves the aggregation of information and features simple roll-ups to
complex groupings of interrelated information

e Customer-facing processes:theresult in a product or service that is received by an
organization’s external customer

e Decisionsupport system (DSS): models data and information to support managers,
analysts, and other business professionals during the decision-making process for
more analytical purposes

e Digital dashboards: integrates information from multiple components and tailors the
information to individual preferences

e Drill-down: enables users to view details, and details of details, of information

e Effectiveness IS metrics: measures the impact IS has on business processes and
activities including customer satisfaction, conversion rates, and sell-through increases

e EfficiencyIS metrics: measures the performance of the IS itself such as throughput,
speed, and availability

e Executive information system (EIS): a specialized DSS that supports senior level
executives within the organization

e Expert systems: computerized advisory programs that imitate the reasoning processes
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of experts in solving difficult problems

e Fuzzylogic: a mathematical method of handling imprecise or subjective information

e Geneticalgorithm:an artificial intelligence system that mimics the evolutionary,
survival-of-thefittest process to generate increasingly better solutionsto a problem

e Goal-seeking analysis:

e Intelligentagent: a special-purpose knowledge-based information system that
accomplishes specific tasks on behalf of its users

e Intelligentsystems:various commercial applications of artificial intelligence

e Key performance indicators (KPl): measures that are tied to business drivers

e Neural network (artificial neural network): a category of AL that attemptsto emulate
the way the human brain works

e Online analytical processing (OLAP): the analysis of summarized or aggregated
information sourced from transaction processing systems data, and sometimes
external information from outside industry sources to create business intelligence in
support of strategic decision making

e Online transaction processing (OLTP): the capturing of transaction and event data
using information systemsto (1) process the data according to defined business rules,
(2) store the data, and (3) update existing data to reflect the new information

e Semi-structured decisions: managerial decisions which occur in situations in which a
few established processes help to evaluate potential solutions, but not enough to lead
to a definite recommended decision

e Sensitive analysis: the study of the impact that changes in one (or more) parts of the
model have on other parts of the model

e Shoppingbot: software that will search several retailer websites and provide a
comparison of each retailer’s offerings including price and availability

e Slice-and-dice: theability to look at information from different perspectives

e Structured decisions: operational decisions which arise in situations where established
processes offer potential solutions

e To-be process models: shows theresults of applying change improvement
opportunities to the current (as-is) process model

e Transaction processing system (TPS): the basic business system that serves the
operational level (clerks and analysts) in an organization

e Transactional data: encompasses all of the information contained within a single
business process or unit of work, and its primary purposeis to supportthe performing
of daily operational tasks

e Unstructured decisions: strategic decisions which occur in situations in which no
procedures or rules exist to guide decision makers towards the correct choice

e Virtual reality: a computer-generated environment that can be simulated work or a
HmAaAmimArm AL 1A
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What-if analysis: checks the impact of a change in an assumption on the proposed
solution

Chapter 3:

Application programming interface (API): a set of routines, protocols, and tools for
building software applications

Applicationservice provider (ASP): a company that offers an organization access over
the internet to systems and related services that would otherwise have to be located
in personal or organizational computers

Associate (affiliate) programs: businesses can generate commissions or royalties from
an internet site

Banner ad: small ad on one web site that advertises the products and services of
another business, usually another e-business

Brick-and-mortar business: a business that operates in a physical store withoutan
internet presence

Business-to-business (B2B): an internet-based service that brings together many
buyers and sellers

Business-to-consumer (B2C): applies to any business that sells its products or services
to consumers over the internet

Click-and-mortarbusiness: a business that operates in a physical store and on the
internet

Click-through: a count of the number of people who visit on site and click on an
advertisement that takes them to the site of the advertiser

Clickstream data: exact pattern of a consumer’s navigation through a site
Consumer-to-business (C2B): applies to any consumer that sells a product or service
to a business over the internet

Consumer-to-consumer (C2C): applies to sites primarily offering goods and services to
assist consumers interacting with each other over the internet

Cookie:a small file deposited on the hard drive by web site containing information
about customers and their web activities

Cybermediation: the creation of new kinds of intermediaries thatsimply could not
have existed before the advent of e-business, including comparison-shopping sites
such as Kelkoo and bank account aggregation services such as citibank

Digital Darwinism: organizations that cannot adapt to the new demands placed on
them for survivingin the information age are doomed to extinction

Digital wallet: both softwareand information—the software provides security for the
trancaction and the infarmation inchides navment and deliverv information (e s the
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credit card number and expiration date)

e Disintermediation: occurs when a business sells directly to the customer online and
cuts out the intermediary

e Disruptive technology: a new way of doing things that initially does not meet the
needs of existing customers

e E-business:theconducting of business on the internet, not only buying and selling, but
also serving customers and collaborating with business partners

e E-business model:anapproach to conducting electronic business on the internet

e E-commerce:the buyingand selling of goods and services over the internet

e E-government:involves the use of strategies and technologies to transform
government(s) by improving the delivery of services and enhancing the quality of
interaction between the citizen-consumer within all branches of government

e E-mail: consists of a number of e-shops; it serves as a gateway though which a visitor
can access other e-shops

e E-procurement:the B2B purchaseand sale of supplies and services over the internet

e E-shop(e-store, e-trailer): aversion of a retail store where customers can shop at any
hour of the day without leaving their home or office

e Electronichill presentment and payment (EBPP): system that sends bills over the
internet and provides an easy-to-use mechanism (such as clicking on a button) to pay
the bill

e Electroniccatalogue: presents customers with information about goods and services
offered for sale, bid, or auction on the internet

e Electroniccheque: mechanism for sendinga paymentfroma chequing or savings
account

e Electronicdata interchange (EDI): a standard format for exchanging business data

e Electronicmarketplaces (e-marketplaces): interactive business communities providing
a central market space where multiple buyers and suppliers can engage in e-business
activities

e Encryption: scrambles information into an alternative form that requires a key or
password to decrypt the information

e Extranet: an intranet that is available to strategic allies (such as customers, suppliers,
and partners)

e Financial EDI (financial electronic data interchange): standard electronic process for
B2B market purchase payments

e Hypertexttransport protocol (HTTP): the Internet standard that supportsthe
exchange of information on the WWW.

e Informationreach: refers to the number of people a business can communicate with,
on a global basis
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e Informationrichness:refers to the depth and breadth of information transferred
between customers and businesses

e Interactivity: measures the visitor interactions with the target ad

e Intermediaries: softwareorbusinesses that provide a trading infrastructureto bring
buyers and sellers together

e Internet:a global public network of computer networks that pass information from
one to another using common computer protocols

e Internetservice provider(ISP):a company that providesindividuals and other
companies access to the internet along with additional related services, such as web
site building

e Intranet: an internalized portion of the internet, protected from outside access, that
allows an organization to provide access to information and application software to
only its employees

e Kiosk: publicly accessible computer system that has been set up to allow interactive
information browsing

e Long tail: the tail of a typical sales curve

e Maintenance, repair, and operations (MRO’s) materials (indirect materials):
materials necessary forrunning an organization but do not relate to the company’s
primary business activities

e Mashup editors: software editing tool for mashups

e Mass customization: ability of an organization to give its customers the opportunity to
tailor its products or services to the customers’ specifications

e Mobile commerce (m-commerce): theability to purchase goods and services through
a wireless internet-enabled device

e Onlineservice provider (OSP): offers an extensive array of unigue services such as its
own version of web browser

e Personalization: occurs when a website can know enough abouta person’s likes and
dislikes thatit can fashion offersthat are more likely to appeal to the person

e Pop-underad: form of a pop-up ad that users do not see until the close the current
web browser screen

e Pop-upad: small web page containing an advertisement that appears on the web page
outside of the current web sit loaded in the web browser

e Portal: a web site that offers a broad array of resources and services, such as email,
online discussion groups, search engines, and online shopping malls

e Protocols: standards that specify the format of data as well as the rules to be followed
during transmission

e Pure-play(virtual) business: abusiness that operates on the internet only, withouta
physical store
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e Secure electronictransaction (SET): transmission security method that ensures
transactions are secure and legitimate

e Secure socket layer (SSL): (1) creates a secure and private connection between a
client and server computer, (2) encrypts the information, and (3) sendsthe
information over the internet

e Semanticweb: an evolving extension of the world wide web in which web content can
be expressed notonly in natural language, butalso in a format that can be read and
used by software agents, thus permitting them to find, share, and integrate
information more easily

e Service level agreements (SLAs): definethe specific responsibilities of the service
provider and set the customer expectations

e Service-oriented architecture (SOA): a business-driven IT architectural approach that
supportsintegrating business as linked, repeatable tasks or services

e Sustainingtechnology: produces an improved product customerare eager to buy,
such as a faster car or larger hard drive

e Value-added network (VAN): a private network, provided by third party, for
exchanging information through a high capacity connection

e Viral marketing: technique that induces web sites or users to pass on a marketing
message to other web sites or users, creating exponential growth in the message’s
visibility and effect

e Waeb2.0:aset of economic, social, and technology trends that collectively formthe
basis forthe next generation of the internet — a more mature, distinctive medium
characterized by users participation, openness, and network effects

e Waeb3.0:describes the evolution of web usage and interaction among several
separate paths. These include transforming the web into a database, a movetoward
making content accessible by multiple non-browser applications, the leveraging of
artificial intelligence technologies, or the semantic web

e Web mashup: a web site or web application that uses content from more than one
source to create a completely new service

e Wireless internet service provider (WISP):an ISP that allows subscribers to connect to
a server at designated hotspots or access points using a wireless connection

e WorldWide Web (WWW): aglobal hypertext system that uses the internet as its
transport mechanism

Chapter 4:
e Accounting and finance ERP components: manages accounting data and financial

nrnraccac within the antarnrice with fiinrtinnc ciirh ac oeneral ledocar arcrailintantc

OHGCIaSS find more resources at www.oneclass.com



OneClaSS find more resources at www.oneclass.com

OneClaSS find more resources at www.oneclass.com



OHGCIaSS find more resources at www.oneclass.com

PIU\.«\—JJ\_J VVILILIIND LIl wlivel |~II 1% VVILIT TUIIVUIVIIDO OV U9 6\—ll\—lul I\—UB\—I’ UL uUulIILULIvY

payable, accounts receivable, budgeting, and asset management

e Balanced scorecard: a management system (not only a measurement system) that
enables organizations to clarify their vision and strategy and translate them into action

e Businessintelligence: application and technologies that are used to gather, provide
access to, and analyze information to support people’s decision-making efforts

e Core ERP components: traditional components included into most ERP systemsand
they primarily focus oninternal operations

e Corporate policy: a dimension of social responsibility that refers to the position a firm
takes on social and political issues

e Corporate responsibility: adimension of social responsibility that includes everything
from hiring minority workers to making safe products

e Customerrelationship management (CRM): involves managing all aspects of a
customer’s relationship with an organization to increase customer loyalty and
retention, and an organization’s profitability

e E-business:theconducting of business onthe internet, not only buying and selling, but
also serving customers and collaborating with business partners

e E-logistics: manages the transportation and storage of goods

e E-waste:old computerequipment

e Electronictagging: a technique foridentifying and tracking assets and individuals via
technologies, such as ratio frequency identification and smart cards

e Enterprise applicationintegration (EAI) middleware: representsa new approachto
middleware by packaging together commonly used functionality, such as providing
prebuilt links to necessary to develop solutions that integrate applications from
multiple vendors

e Enterprise resource planning (ERP): integrates all departments and functions
throughout an organization into a single information system (orintegrated set of
information systems) so that employees can make decisions by viewing enterprise
wide data on all business operations

e Extended ERP components: the extra components that meet the organizational needs
not covered by the core components and primarily focus on external operations

* Functional systems: information systems that serve a single business unit, such as
accounting

e Human resources ERP components: track employee data including payroll, benefits,
compensation, and performance assessment, and assure compliance with the legal
requirements of multiple jurisdictions and tax authorities

e Innovation:the introduction of new equipment or methods

e Legacy system: older computer technology that remains in use even though there are
newer systems available
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Middleware: different types of softwarethat sit in the middle of and provide
connectivity between two or more software applications

Mobile commerce (m-commerce): the ability to purchase goods and services through
a wireless internet-enabled device

Production and materials management ERP components: handle the various aspects
of production planning and execution such as demand forecasting, production
scheduling, job cost accounting, and quality control

Social responsibility: implies that an entity, whether it is a government, corporation,
organization, or individual, has a responsibility to society

Supply chain management (SCM): involves the management of information flows
between and among stages in a supply chain to maximize total supply chain
effectiveness and profitability

Sustainable (“green”) IT: the manufacture, management, use, and disposal of
information technology in a way that minimizes damage to the environment, which is
a critical part of a corporation’s responsibility

Sustainable IT disposal: the safedisposal of IT assets at the end of their lifecycle
Telematics: the blending of computers and wireless telecommunications technologies
with the goal of efficiently conveying information over vast networks to improve
business operations

Virtualization: a framework of dividing the resources of a computer into multiple
execution environments

Chapter 5:

Bullwhip effect: occurs when distorted product demand information passes from one
entity to the nest throughout the supply chain

Collaborative demand planning: helps organizations reduce their investment in
inventory, while improving customer satisfaction through product availability
Collaborative engineering: allows an organization to reduce the cost and time
required during the design process of a product

Demand planning systems: generates demand forecasts using statistical tools and
forecasting techniques

Distribution management systems: coordinate the process of transporting materials
froma manufacturer to distribution centres to the final customer

Global inventory management systems (GIMS): provide the ability to locate, track,
and predict the movement of every component or material anywhere upstream or
downstreamin the supply chain

International organization for standardization (ISO): a non-governmental
organization established in 1947 to promote the development of world standards to
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facilitate the international exchange of goods and services

e Inventory management and control systems: provide control and visibility to the
status of individual items maintained in inventory

e Material requirements planning (MRP) systems: uses sales forecasts to make sure
that needed parts and materials are available at the right time and place in a specific
company

e Operational planning and control (OP&C): deals with the day-to-day procedures for
performing work, including scheduling, inventory, and process management

e Operations management (OM): the management of systems or processes that convert
or transformresources (including human resources) into goods and services

e Production: the creation of goods and services usingthe factors of production:land,
labour, capital, entrepreneurship, and knowledge

e Production management: describes all the activities managers performto help
companies create goods

e Selling chain management: applies technology to the activities in the order life cycle
frominquiry to sale

e Strategic business units (SBUs): businesses that consist of several stand-alone
businesses. SBUs are typically foundin large conglomerates

e Strategic planning:focuses on long-range planning such as plant size, location, and
types of processes to be used

e Supply chain: consists of all parties involved, directly or indirectly, in the procurement
of a product or raw materials

e Supply chain event management (SCEM): enables an organization to react more
quickly to resolve supply chain issues

e Supplychain execution (SCE) systems: automate the different steps and stages of the
supply chain

e Supplychain management (SCM): involves the management of information flows
between and amongstages in a supply chain to maximize total supply chain
effectiveness and profitability

e Supplychain planning (SCP) systems: use advanced mathematical algorithms to
improve the flow and efficiency of the supply chain while reducing inventory

e Supply chain visibility: the ability to view all areas up and down the supply chain

e Tactical planning:focuses on production goods and services as efficiency as possible
within the strategic plan

e Transformation process: oftenreferred to as the technical core, especially in
manufacturing organizations, and is the actual conversion of inputs to outputs

e Transportation planning systems: tracks and analyzes the movement of materials and
products to ensure the delivery of materials and finished goods at the right time, the
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e Value-added:theterm used to describe the difference between the cost of inputs and
the price value of outputs

Chapter 6:

e Alliance partners: competitor organizations that co-operate with one another since
doing so allows them to compete more successfully with other competitors

e Analytical CRM: supports back-office operations and strategic analysis and includes all
systemsthat do not deal directly with the customers

e Automatic call distribution: a phone switch routes inbound calls to available agents

e (Call-scripting systems: access organizational databases that track similar issues or
guestions and automatically generate the details for the CSR who can then relay them
to the customer

e Campaign managementsystems: guide users through marketing campaigns,
performing such tasks as campaign definition, planning, scheduling, segmentation, and
success analysis

e Contact centre (call centre): customer service representatives (CSRs) answer customer
inquiries and respond to problemsthrough a number of different customer
touchpoints

e Contact management CRM systems: maintains customer contact information and
identifies prospective customers forfuture sales

e CRM analysis systems: help organizations segment their customers into categories
such as best and worst customers

e CRM manager: a personin an organization who is held accountable andis responsible
for the continued successful rollout of CRM in the organization

e CRM predicting systems: helps organizations make predictions regarding customer
behavior, such as which customers are at risk of leaving

e CRM reporting systems: help organizations identify their customers across other
applications

e Cross-selling: selling additional products or service to a customer

e Dealers:agents whosell products or services on behalf of a company or organization,
particularly in the automobile industry

e Employee relationship management (ERM): a management activity that focuses on
managing an organization’s relationships with its employees

e Interactive voice response (IVR): directs customers to use touch-tonephonesor
keyboards to navigate or provide information

e List generators: compile customer information from a variety of sources and segment
that information for different marketine cambaigns
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e Operational CRM: supports traditional transactional processing for day-to-day front-
office operations or systems that deal directly with the customers

e Opportunity management CRM systems: target sales opportunities by finding new
customers or companies for future sales

e Partner relationships management (PRM): focuses on keeping vendors satisfied by
managing alliance partner and reseller relationships that provide customers with the
optimal sales channel

e Personalization: occurs when a web site can know enough abouta person’s likes and
dislikes thatit can fashion offersthat are more likely to appeal to that person

e Predictive dialing: automatically dials outbound calls and when someoneanswers, the
call is forwarded to an available agent

e Resellers:companies or individuals who purchase goods and productsin bulk with the
intention of reselling at a profit

e Retailers:stores or shops operating at the end of the supply chain that acquire goods
or products from manufacturers or importers, and then sell smaller quantities of these
goods or products to consumers at higher prices to cover expenses and make a profit

e Salesforce automation (SFA): a system that automatically tracks all of the stepsin the
sales process

e Sales management CRM systems: automate each phase of the sales process, helping
individual sales representatives co-ordinate and organize all of their accounts

e Supplierrelationship management (SRM): focuses on keeping suppliers satisfied by
evaluating and categorizing suppliers for different projects, which optimizes supplier
selection

e Up-selling:increasing the value of a sale

e Web-based s self-service systems: allows customers to use the web to find answersto
their questions or solutions to their problems
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