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How Businesses Use Information Systems
How Information Technology Improves Business Processes
· Business processes: 
· The manner in which work is organized, coordinated, and focused to produce a valuable product or service 
· Workflows of material, information, knowledge 
· Sets of activities, steps 
· May be tied to functional area or be cross-functional 
· Businesses: Can be seen as collection of business processes 
· Business processes may be assets or liabilities
· Increasing efficiency of existing processes 
· Automating steps that were manual (e.g. inventory management) 
· Enabling entirely new processes that are capable of transforming the businesses 
· Change flow of information (e.g. online sales) 
· Replace sequential steps with parallel steps 
· Eliminate delays in decision making (e.g. automatic triggers) 
Types of Information Systems
Transaction processing systems
· Perform and record daily routine transactions necessary to conduct business, e.g. sales order entry, payroll, shipping 
· Allow managers to monitor status of operations and relations with external environment 
· Serve operational levels 
· Serve predefined, structured goals and decision making
Systems for Business Intelligence
· Business Intelligence Systems for Decision Support 
· Business intelligence: data and software tools for organizing, analyzing, and providing access to data to help managers and other enterprise users make more informed decisions. 
· Management Information Systems (MIS) 
· Decision Support Systems (DSS) 
· Executive Support Systems (ESS) 
Management Information Systems (MIS)
· Serve middle management 
· Provide reports on firm’s current performance, based on data from TPS 
· Provide answers to routine questions with predefined procedure for answering them 
Decision Support Systems (DSS)
· Serve middle management 
· Support nonroutine decision making, e.g. “What is impact on production schedule if December sales doubled?” 
· Often use external information as well as information from TPS and MIS 
Decision Support Systems (DSS)
· Model driven DSS, e.g. travel service management with Sabre 
· Data driven DSS, e.g. Intrawest’s marketing analysis systems 
· Knowledge-driven DSS, e.g. university admission DSS 
· Communication-driven DSS (see collaboration management systems) 
Executive Support Systems (ESS)
· Support senior management 
· Address nonroutine decisions requiring judgment, evaluation, and insight 
· Incorporate data about external events (e.g. new tax laws or competitors) as well as summarized information from internal MIS and DSS, e.g. ESS that provides minute-to-minute view of firm’s financial performance as measured by working capital, accounts receivable, accounts payable, cash flow, and inventory
Systems for Linking the Enterprise
· Enterprise applications 
· Enterprise systems (ERP) 
· Supply Chain Management Systems (SCM) 
· Customer Relationship Management Systems (CRM) 
· Knowledge Management Systems (KMS) 
· Intranets and Extranets 
Enterprise Systems
· Also known as enterprise resource planning (ERP) systems 
· Collect data from different functions and store data in single central data repository 
· Resolve problem of fragmented, redundant data 
· Enable: 
· Coordination of daily activities 
· Efficient response to customer orders 
Use of valuable information for improved management decision making
Supply Chain Management (SCM) systems
· Manage firm’s relationships with suppliers 
· Interorganizational systems 
· Share information about 
· Orders, production, inventory levels, delivery of products and services 
· Goal: Right amount of products to destination with least amount of time and lowest cost 
Customer relationship management (CRM) systems
· Provide information to coordinate all of the business processes that deal with customers in sales, marketing, and service to optimize revenue, customer satisfaction, and customer retention 
· Integrate firm’s customer-related processes and consolidate customer information from multiple communication channels 
Knowledge management systems (KMS) 
· Support processes for acquiring, creating, storing, distributing, applying, integrating knowledge 
· Collect internal knowledge and link to external knowledge 
· Include enterprise-wide systems for: 
· Managing documents, graphics and other digital knowledge objects 
· Directories of employees with expertise
Intranets and Extranets
· Internal networks built with same tools and standards as Internet 
· Used for internal distribution of information to employees 
· Typically utilize private portal providing single point of access to several systems 
· May connect to company’s transaction systems 
E-Business, e-commerce, and e-government
· E-business 
· Use of digital technology and Internet to drive major business processes 
· E-commerce 
· Subset of e-business 
· Buying and selling goods and services through Internet 
Continued …
E-Business, e-commerce, and e-government (cont.)
· E-government: 
· Using Internet technology to deliver information and services to citizens, employees, and businesses 
Collaboration
· Working with others to achieve shared and explicit goals 
· Focus on task or mission accomplishment within or across organizations 
· Teams have a specific mission that someone in the business assigned to them. 

Social Business
· Deepen interactions with groups inside and outside the firm to expedite and enhance information-sharing, innovation, and decision making. 
Collaboration is more important than ever
· Changing nature of work 
· Growth of professional work 
· Changing organization of the firm 
· Changing scope of the firm 
· Emphasis on innovation 
· Changing culture of work and business 
Building a Collaborative Culture and Business Processes
· “Command and control” organizations 
· No value placed on teamwork or lower-level participation in decisions 
· Collaborative business culture 
· Senior managers rely on teams of employees 
· Policies, products, designs, processes, systems rely on teams 
· Managers’ purpose is to build teams
Tools and Technologies for Collaboration and Social Business 
· Email and instant messaging 
· Wikis 
· Virtual Worlds 
· Virtual Meetings 
· Google Apps/Google Sites and Cloud collaboration Services 
· Microsoft SharePoint 
· Lotus Notes 
· Collaborative writing 
· Social networking tools 
                       PCs, smartphones and other smart devices
Checklist For Managers: Evaluating and Selecting Collaboration and Social Software Tools
· What are the collaboration challenges facing the firm in terms of time and space? 
· Within each cell of the matrix where your firm faces challenges, exactly what kinds of solutions are available? Make a list of vendor products. 
· Analyze each of the products in terms of their cost and benefit  to your firm. 
Continued …
Checklist For Managers: Evaluating and Selecting Collaboration and Social Software Tools (cont.)
· Identify the risks to security and vulnerability involved with each of the products. 
· Seek the help of potential users to identify implementation and training issues. 
· Make your selection of candidate tools, and invite the vendors to make presentations. 
