MIS 

Chapter 1 - BOOK
Porter’s Five Forces
· Buyer Power
· High when buyers have more choices from who to buy from
· Low when they don’t
Organizations should be concerned with relationship with customer (LOYALTY PROGRAMS)  and relationships with suppliers (WANT TO WORK WITH LARGE POOL TO INCREASE THEIR BUYER POWER)

· Supplier Power
· high when buyers have few choices to buy from 
· Low when they have many choices 
Organizations should be concerned with their relationships with customers (WANT SUPPLIER POWER TO BE HIGH)  and relationships with suppliers (WANT SUPPLIER POWER TO BE LOW – ORGANISATIONS ARE BUYERS)

B2B – Private Exchange: a single buyer posts its needs and then opens the bidding to any supplier who cares to bid  Reverse auction (Lower until people done backing out)(Reduces supplier power). 

· Threat of Substitute Products or Services
· High when there are many alternatives to a product
· Low when there aren’t
SWITCHING COSTS --> Competitive Advantage 
	Can make customers reluctant to switch to another product or service  Doesn’t have to be money EX. Amazon with profiles, customers switch to another site, will not have profile AKA switching cost 

· Threat of New Entrants
· High when it’s easy for new competitors to enter a market
· Low when there are significant entry barriers to entering market
Entry barrier is a product or service feature that customers come to expect from organizations in particular industry and must be offered by an entering organizations to compete and survive. EX. ATM, Online bill paying, account monitoring  OG had first mover advantage but then others came

· Rivalry Amongst Existing Competitors
· high when competition is fierce in a market
· low when competition is more complacent 

Porter’s Three Generic Strategies
· Broad-Cost Leadership  HYUNDAI
· Low cost
· Broad market
· Broad Cost differentiation  AUDI
· High cost
· Broad market
· Focused strategy
· Narrow market
· High cost  TESLA
· low cost  KIA

A Business Process is a standardized set of activities that accomplish a specific task AKA processing a customer’s order

Value chain approach views an organization as a series of processes each of which adds value to the product or service for each customer Must create to gain competitive advantage Differentiation 

Business Driven IS – Implemented to support a company’s Competitive Advantage 
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· MIS
·  is a business function just like marketing, finance, ops HR
· Plans for, develops, implements and maintains IS hardware, software and apps that people use to support goals of organization
· IS
· Any computer based tool that people use to work with info, and info needs of org
· enabled build to order (DELL)
· Vendor managed inventory (WALMART)
NOT THE SAME AS IT
	IT is hardware, software telecommunications, people use it, run it, maintain it, manage it etc., supported by IS
1- PEOPLE
2- PROCESSES
3- IT
-Input (CAPTURE INFO), Processing(CONVERSION), Output (DISTRIBUTION)
-Data (RAW FACTS), Information (MEANINGFUL FORM), Knowledge(LEAD TO ACTION, EXPERIENCE/PERSPECTIVE ADDED TOO)

· BI: Organizational process for converting data to useful info to knowledge
· Knowledge management: process for acquiring organizing and disseminating knowledge
· Functional areas NOT isolated sylos they are INTERDEPENDENT
· Operational level: support operational managers in keeping track of elementary activities and transactions
· Management level: monitor control decision making and administrative activities of middle managers
· Strategic level: IS help senior managers address strategic issues 

· Chief Technology Officer (CTO) - responsible for ensuring
the speed, accuracy, availability, and reliability of IT
· Chief Security Officer (CSO) - responsible for ensuring the
security of IT systems
· Chief Privacy Officer (CPO) - responsible for ensuring the
ethical and legal use of information
· Chief Knowledge Officer (CKO) - responsible for collecting,
maintaining, and distributing the organization’s knowledge
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· Common Company Structure
· Operational: run day-to-day operations STRUCTURED DECISIONS
· Managerial: employees continuously evaluating company operations to identify, adapt change SEMI-STRUCTURED DECISIONS, short/medium run plans
· Strategic: overall business strategies, goals, objectives UNSTRUCTURED DECISIONS, long term
· Project = temporary activity
· Metrics = measurements that evaluate results 
· CRITICAL SUCCESS FACTORS: crucial for business’ success
· KEY PERFORMANCE INDICATORS: quantifiable metrics to evaluate toward critical success factors
· MARKET SHARE
· ROI
· Best practices: most successful solutions or problem-solving methods 
· Efficiency IS Metrics: measures the MIS performance itself: throughput, transaction speed etc. EXTENT TO WHICH FIRM IS USING RESOURCES IN OPTIMAL WAY
· Effectiveness IS Metrics: measures the impact MIS has on business processes and activities including customer satisfaction and convo rates FOCUSES ON HOW WELL A FIRM IS ACHIEVING ITS GOALS/OBJECTIVES
· Benchmarking: a process of continuously measuring systems results 
· TYPES OF INFORMATION:
· Transactional data: raw facts within a single business process or unit  SUPPORT PERFORMING DAILY OPERATIONAL TASKS
· Analytical information: All summarized transactional data  SUPPORT PERFORMING ANALYSIS TASKS, includes outside info ex. trends, largest growing stocks etc.
· 2 processing types for transactional vs analytical
1- Online transaction processing (OLTP)
a. capturing of transaction and event data using IS for : process data encoding to defined business rules, store the data, updating existing data
b. Transaction must cover EVERY DETAIL of transactions/events
2- Online analytical processing (OLAP)
a. more broad  HIGHER UPS USE
b. analysis of summarized info from OLTP to CREATE BUSINESS INTELLIGENCE  what people use to describe analytical/strategic decision making efforts
OLAP INCLUDES:
· CONSOLIDATION: aggregation of info, simpe roll-ups and groupings of interrelated information
· DRILL-DOWN: enables users to view details of information
· SLICE AND DICE: ability to look at information from different perspectives 

· Transaction Processing System (TPS): serves operational level, performs OLTP and handles transactional data, ex. payroll system TRANSACTIONAL DATA
· Decision Support System (DSS): models data and information to support managers, analysts and other profs during decision making process, performs OLAP and analytical information TRANSACTIONAL/ANALYTICAL INFORMATION
· 3 quantitative models used by DDS
1. Sensitivity Analysis: impact that chamges in one or more parts of the model have on one another
2. What-if Analysis: impact of a change in assumption on the proposed solution
3. Goal Seeking Analysis: finding inputs necessary to achieve goal ex. desired level of output
· Executive information system (EIS): is a specialized DSS supports senior level executives within the organization ANALYTICAL INFORMATION
· typically contains info from external sources, supports end users exclusively etc. 
· visualization to produce graphical displays of patterns and complex relationships in large amounts of data
· digital dashboard tracks KPIs and CSFs by compiling info from multiple sources and tailoring it to meet users needs

- Artificial intelligence: simulates human thinking and behaviour goal is to build a system and mimic human intelligence INCREASES SPEED AND CONSISTENCY OF DECISION MAKING
-Intelligent Systems: various commercial application of artificial intelligence 
	1. Expert systems: playing chess REASONING PROCESS **most popular** 
2. Neural Networks: Credit card companies checking for fraud HUMAN BRAIN WORKS,  logic reasoning unknown, can manually adjust weights (more flexibility)
3. genetic algorithms: investment companies in trading decisions SURVIVAL OF THE FITTEST, better solutions to a problem, optimization
4. intelligent agents: environmental scanning and competitive intelligence SPECIFIC TASKS ON BEHALF OF USERS, use knowledge to make decisions by fulfilling user intentions, ex. shopping bot, environmental scanning and competitive intelligence
	5. Virtual reality: working virtually around the globe

-Business process is a standardized set of activites that accomplish a specific task

-Customer facing process: result in a product or service that is received by an organizations external customer and can be specific to an industry

-Industry specific process: banking = loan processing etc. 

-Business facing processes are invisible to the external customer but essential to effective management of the business include goal setting, daily planning etc. 

-Business process patent: protects a specific set of procedures for conducting a particular business activity

-Core processes: business processes that make up core business processes of value chain

-Business process modelling = creating flowchart, workflow diagram etc to show inputs tasks etc structured
-Business process model = graphic description of a process showing sequence of tasks that complete a process from a selected viewpoint
-As-is process models represent the current state of the operation that has to be mapped  (STEP 1) the what to business process modelling
-To-Be process models show the results of applying change improvement opportunities of the current AS is model (STEP 2)  how the what is to be realized

-Business process re-engineering: the analysis and redesign of workflow within and between enterprises, relies on different school of thought than business process improvement, assumes current process is irrelevant 

-Business process management (BPM) integrates all of an organization’s business processes to make individual processes more efficient SUCCESS = IS + BUSINESS PROCES
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· Strategic Level
· Executives, Executive Information Systems 
· senior managers, strategic issues
· Managerial Level
· Managers, Decision Support Systems
· monitoring/controlling/decision making activities
· Operational Level
· Analysts, Transaction Processing Systems 
· elementary activities/transactions
-Organization-wide process: span 2 or more functional areas of an organization (order processing)
-Inter-organizational process: span 2 or more organizations (supply chain process)
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· Data = Raw Facts that describe characteristics of event
· Information = data converted into meaningful form/useful ex. best selling item etc. 
· Knowledge = actionable information
· EXPLICIT KNOWLEDGE
· anything that can be documented, archived, codified often with help of IS ex. patents, trademarks etc.
· TACIT KNOWLEDGE
· contained in people’s heads --> hard to share 
· KNOWLEDGE MANAGEMENT --> Behaviours 
· capturing, classifying, evaluating, retrieving and sharing info assets in a way that provides context for effective decisions and actions
· KNOWLEDGE MANAGEMENT SYSTEM (KMS) 
· capturing, organizing and disseminating knowledge
· crowdsourcing = wisdom of crowd
· asynchronous communications = diff times 
· SOCIAL NETWORK ANALYSIS (SNA) = process of mapping a groups contacts to identify who knows who/works with who, helps how to proceed with KM *starting point – could be

· Granularity = extent of detail within data/info 
· Levels: individual, department, enterprise
· Formats: Document, presentation, spreadsheet, database
· Granularities: detail (fine), summary, aggregate (coarse)

· Transactional Data: all of the data contained within a single business process or unit of work, PRIMARY PURPOSE = SUPPORT DAILY OPERATING TASKS
· airline ticket, packing slip, sales receipt
· Analytical Information: All organizational information, PRIMARY PURPOSE = SUPPORT ANALYSIS OF HIGHER LEVELS
· product stats, sales projection, future growth, trends

· Real time data: immediate, up to date data
· Real time information: immediate, up to date information 
· Real time system: provides real time transactional data/analytical info in response to query requests 

· High quality data and info:
1. ACCURACY: correct, properly
2. COMPLETENESS: complete
3. CONSISTENCY: agreed upon
4. UNIQUENESS: unique
5. TIMELINESS: updated

· Data governance: overall management of the availability, usability, integrity and security of company data
· Business Intelligence or Big Data = info collected from multiple sources such as suppliers, customers, competitors, partners and industries that analyze patterns, trends and relationships for strategic decision making
· Business Analytics = practice of using interactive, methodological techniques to explore an organization’s data with emphasis on predictive, applied and statistical analysis

1. Data warehousing
a. Data mining
2. Business Analytics
a. OLAP
3. Business Intelligence
a. Info inquiring, discovery culture
4. Decision making 

· Strategic BI
· planning, marketing campaign FUTURE
· Tactical BI
· daily analysis, refined campaign TODAY
· Operational BI
· immediate actions, sales revenue NOW

· Data latency = time needed to make transactional data ready for analysis
· Analysis latency = length of time from analytical info is made available to when analysis is complete
· decision latency = time it takes a human to comprehend analytic result and determine appropriate action
KEY = SHORTEN LATENCIES SO TIME FOR OPPORTUNISTIC INFLUENCES THEN AND THERE

· Benefits BI successful implementation:
· Single point of access to info for all users
· BI across organizational departments
· up-to-the-minute information for everyone 



· Collaboration System = IT based set of tools that supports the work of teams by facilitating the sharing and flow of information. Solves tasks like telecommuting, online meetings etc 
· UNSTRUCTURED COLLABORATION (info collab)
· doc exchange, shared white boards, discussion forums and email
· STRUCTURED COLLABORATION (process collab)
· shared participation in business processes, workflow, knowledge is hard-coded rules improves automation and routing of info 

· CORE COMPETENCY STRATEGY = Organization focuses specifically on what it does best 
· INFORMATION PARTNERSHIP = two or more organizations cooperate by integrating their info systems providing customers with the best that each can offer 

· CONTENT MANAGEMENT SYSTEM (CMS) provides tools to manage, creating storing editing searching and publishing information in a collaborative environment 

· DOCUMENT MANAGEMENT SYSTEM (DMS) = supports electronic capturing, storage, distribution, archiving and accessing of documents, optimizes use of docs without publishing medium ex web PHARMA.

· Digital Asset management system (DAM) = like DMS but binary rather than text files, multimedia converting files gif to jpeg etc. 

· Web content management system (WCM) = adds a layer to a doc and digital asset management that enables publishing content both to intranets and public websites, EBUSINESS (INTEGRATES)

· WORKFLOW = process beg to end

· WORKFLOW MANAGEMENT SYSTEM (WMS) = facilitates the auto and manag of business processes and controls movement of work through business process

1. MESSAGING BASED
a. Sent through email system
2. DATABASE BASED
a. store doc in central location, auto asks team to access doc 

· GROUPWARE is a software supports team interaction and dynamics incl. calendaring, scheduling, videoconferencing, can use to cooperate, solve probs 
· synchronous = SAME TIME
· asynchronous = DIFF TIME
· co-located = TOGETHER SAME PLACE
· distance = DIFF PLACES 

· Enterprise Portals = single point web browser interfaces used with organization to promote gathering, sharing and disseminating info through enterprise, facilitates knowledge management and collab
· content space: access to corporate data and info
· communication space: provides channels for conversations
· coordination space: facilitates workflow and routines 

Chapter 3 – Powerpoint
· Latency: gap between a business event and action taken
· DATA latency – time needed to make trans data ready for analysis
· ANALYSIS latency – time take to complete analysis
· DECISION latency – time takes to take appropriate action
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· Digital Darwinism: implies that organizations that cannot adapt the new demands put on them for surviving in the information age are doomed to extinction 

· Disruptive technology = new way of doing things that initially does not meet the needs of existing customers, OPEN NEW MARKETS AND DESTROY OLD ONES
· Sustaining technology = improved product that customers are eager to buy AKA faster car, longer hard drive 

· internet engineering task force (IETF) = protocol engineering and development arm of the internet 
· internet architecture board (IAB) = responsible for defining overall architecture of internet, providing guidance to IETF
· internet engineering steering group (IESG) = responsible for technical management of IETF activities and the internet standards process

· WWW uses the Internet as transport mechanism
· Exchange of info on the WWW takes place on the HTTP

· E-Commerce = buying and selling of goods and services over the internet 
· E-business = conduct of business over the internet, not just buy sell, customers 

· Depth and breadth of details contained in a piece of textual, graphic audio or video information

· Long tail = tail of a typical sales curve 
· demonstrates how niche products can have viable and profitable business models when selling via e-business
· Intermediaries = agents, software, businesses that provide a trading infrastructure to bring buyers and sellers together
· Disintermediation = when a business sells directly to a customer online and outs the intermediary, increase efficiency --> Reduce costs, time
· Re-intermediation = steps are added to value chain; new players find ways to add value to business process

· Cybermediation refers to the creation of new kinds of intermediaries that simply could not have existed before the advent of e business
· Content providers: revenues through digital production 
· Infomediaries: specialized info on behalf of producers of goods and services + potential customers
· online market places: bring together buyers and sellers of product market places
· portals: operate central website for users to access specialized content + other services
· service providers: provides services such as photo sharing, video etc
· transaction brokers: process online sales transactions
· Interactivity measures advertising effectiveness by counting visitor interactions with the target ad aka time spent viewing ad, pages viewed etc

· Associate program: generates commissions or referral when customer viewing site clicks link to another site
· banner ad: box running across a website advertising products and services of another business
· click-through: count of the number of people who visit one site and click on an ad that takes them to the advertiser
· cookie: small file deposited on a hard drive by a website containing info about customers and their browsing activities
· pop-up ad: small web page containing advertisement that appears outside of current site
· Viral marketing: induces websites or users to pass on a marketing message to other sites or users HOTMAIL, every users email notes 

· Stickiness (visit duration time)
· Raw visit depth (total web pages exposure per session)
· Visit depth (total unique web pages exposure per session) 
· Unidentified visitor (no info available)
· unique visitor (counted/recognized only once given a period of time)
·  Identified visitor (ID is available that allows them to be tracked over multiple visits to a website)

· B2B => Customer = OTHER BUSINESS, more complex, higher security needs, more dominant
· B2C => Customer = CONSUMER

· maintenance, repair and operations (MRO) – INDIRECT MATERIALS: materials necessary to running an organization but do not relate to the company’s primary business activities 
· E-procurement – B2B purchase and sale of supplies over the internet, common goal is to link organizations directly to pre-approved supplier catalogues and to process the entire purchasing tra
· Electronic Catalogue – presents customers with information about goods and services offered for sale, bid, or auction on the internet. 

· Semantic web – evolving extension of WWW in which content can be expressed not only natural language but format that can be read/used for software agents permitting them to find share integrate info more easily 
· Service oriented architecture (SOA) – business driven IS architectural approach that supports integrating a business as linked, repeatable tasks or services AKA SERVICES THAT COMMUNICATE W EACHOTHER

1. Intranet – internalized portion of the internet, protected from outside access, allows organization to provide access to info and app software to only its employees
2. Extranet – internet available to strategic allies (customers, suppliers, partners) Walmart + suppliers current inventory 
3. Portals – website that offers a broad array of resources and services aka email, online discussion groups, search engines and online shopping malls 
4. Kiosks – publicly accessible computer set up to allow interactive information browsing, operating system hidden for view, simple for nav
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· Disruptive technology – new way doing things, opens new markets, destroys old
· Sustaining tech – improving old ways

· companies that place too much on satisfying customers’ needs but neglect new disruptive tech that would meet future needs eventually fail – clay

· Internet = network of computer networks operates worldwide using common communication protocol
· protocal = standards that specific the format of data and rules for transmission
· HTTP, FTP, 

Chapter 7 – BOOK
· Enterprise Resource Planning (ERP) integrates all departments and functions throughout all organization into a single information system so that employees can make decisions by viewing enterprise wide data on all business operations 
· HEART OF ERP = DATABASE 
· backbone fundamental business decision making support
· EVOLUTION OF ERP
· OG solutions developed to deliver automation across multiple units of organization to help facilitate manufacturing process and address issues such as raw material, inventory etc, couldn’t tie to other departments in organizations (marketing to sales etc.) , now extended ERP
· Extended ERP – extend to warehousing, distribution, order entry 

· ERP II: Core and Extended – 
core= traditional components included in most ERP systems, 
1. Accounting and finance
a. manages acoutning data and financial processes within enterprise w functions like gen ledger etc credit manamgent 
2. production and materials management
a. various aspects of production planning, demand forecasting
3. human resources
a. track employee data, payroll benefits compensation and performance assessment to ensure compliance w legal requirements 
extended=extra components that meet organization needs to converted by the core  components, primarily focus on external 
1. BI Business Intelligence – info people use to support decision making
2. CRM customer relationship management - managing consumers relationships
3. SCM supply chain management – data flows between stages of supply chain 
4. e-business – elogistics (transportation and storage of goods) and eprocurement (B2B purchase and sale of supplies and services over the internet) 

· LEGACY SYSTEM – what ERP is replacing, older computer tech that remains in use even though there are new systems available 
· PROBLEM
· converting: data = not compatible, usually stored in functional systems (IS that serve single base business units aka accounting)

· CRM --> Customers -> sales, marketing, forecasts
· SCM --> Supply -> customers, resellers, partners, suppliers, market demand resource/cap constraints
· ERP --> Enterprise -> accounting, finance, logistics, production, forecasting, planning, purchasing, materials managmenet etc 

· middleware- several different types of software that sit in the middle of and provide connectivity between two or more software applications, translates data

· entreprise application integration middleware (EAI) – new approach to middleware by packaging together commonly used functionality pre built links to pop enterprise apps, reduces time necessary to develop solutions 

· Balanced scorecard – management system in addition to measurement system that enables organizations to clarify their vision and strategy and translate them into action, feedback for both internal business process and external outcomes to improve strategy 
1. learning and growth perspective
2. internal business process perspective
3. customer perspective
4. financial perspective 

· Right ERP : overall fit (measure of gaps that exist between system and business process), proper Business analysis (how to conduct fit strategy), solid implementation plans (monitor quality and timeliness)
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· Supply chain has 3 main links:
1- flow of materials from suppliers and their upstream suppliers at all levels
2- transformation of materials into semi-finished and finished products – organizations OWN prod process
3- distribution, downstream customers at all levels 
· Supply chain management:
· Visibility: view all areas up and down supply chain
a. bullwhip effect: when distorted product demand info passes from one entity to the next throughout supply chain, could cause stockpile inventory , excess inv + costs
· consumer behaviour: consumers leave if needs not met 
a. demand planning systems: generate demand forecasts using stats tools and forecasting, respond faster, efficiently
· Competition
a. supply chain planning systems + supply chain execution system BOTH INCREASE ABILITY TO COMPETE
b. supply chain planning systems: mathematical algorithms that improve flow + efficiency
· Speed
a. new forms, telecommunications etc, increase accuracy etc. 
· Should study industry best practices + organizational change management best practices to increase success:
· sale to supplier
· wean employees off traditional business practices
· ensure SCM system supports org goals
· deploy in incremental phases and measure and communicate success
· be future oriented 
· Supply chain trends:
· INSTRUMENTATION
· INTELLIGENCE
· INTERCONNECTEDNESS
· Supply chain event management: enables org to react more quickly to resolve issues supply chain
· selling chain management: applies tech to activities in order life cycle from inquiry to sale
· collaborative engineering: allows org to reduce cost and time required during design process of product
· collaborative demand planning: helps organization reduce their investment in inventory while improving customer satisfaction through product availability 
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· value chain is a set of integrated internal processes combined to deliver value to customers by transforming raw materials into finished products
· firm creates value for itself and its customers
· supply chain is a set of business processes that allow suppliers, manufacturers, distributors and retailers to function one virtual organization to deliver products to consumers 
· SC Partners create value for themselves and for their customers 
· Supply chain management: management of information flows between and among stages in a supply chain to maximize total supply chain effectiveness and profitability
· info flows = reason for using IS in the form of supply chain planning and supply chain execution
· total = all supply chain partners should be involved and benefit
· Push SC
· model which suppliers produce goods based on their efficiencies and push them to consumers rather than relying on demand to determine production
· works best for standardized products, where demand is high
· requires inventory 
· PRODUCTION BASED ON FORECASTS (MANUFACTURER)
· Pull SC
· customer drives the process and information flows mainly upstream
· production determined by the needs of customers 
· dell: no product is made until customer order is known
· Walmart: vendor managed inventory
· PRODUCE TO ORDER (MANUFACTURER) “make what we sell”


· Basic SCM components:
Plan (strategic)
· design a strategy for managing the resources that go into a product or service
· develop metrics to monitor SC efficiency & effectiveness
Source (create contracts, info links)
· choose suppliers that will deliver the goods and services required for making products
· develop pricing, delivery, and payment processes with suppliers and develop metrics for monitoring and improving the relationships
Make (manufacture)
· schedule the activities necessary for production, testing, packaging, and preparing for delivery
· develop metrics for measuring quality levels, production output, and worker
Deliver
· receive orders, fulfill orders via a network of warehouses, pick
transportation companies to deliver the products, and implement a billing and invoicing system to facilitate payments
Return
· create a network for receiving defective and excess products and support customers who have problems with delivered products

· SCM depends on the cooperation of partner companies, a SC is only as strong as its weakest link 
· What a firm needs to do:
· Realignment: show commitment by adjusting
· performance measurements: define responsibilities
· dispute resolution: clarify and document all aspects of partnership avoid conflicts
· Security: establish policies to ensure security and confidentiality of the data exchange 
· RFID 
· emergence of cost effective RFID (radiofrequency identification) chips is an opportunity for SCM
· Advantages:
· tags need not be directly in contact with RFID readers
· embedded in the products they are to identify 
· RFID tag can contain significant amounts of descriptive info
· Promise efficiency improvements with the SC, speeding process of receiving and warehousing products to improving the control of inventories
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· CRM (customer relationship management) involves managing all aspects of a customer’s relationship with an organization to increase customer loyalty and retention 
· CRM as a business strategy at an enterprise system: accounting, order fulfillment system, inventory system, customer service system 
· Can use RFM to find most valuable customers:
· recency: how recently customer purchased item
· frequency: how frequently does a customer purchase item
· Monetary value: how much does a customer spend on each purchase
· 3 phases evolution of CRM:
· reporting: customer identification
a. WHAT HAPPENED
· analyzing: customer segmentation
a. WHY DID IT HAPPEN
· predicting: customer prediction
a. WHAT WILL HAPPEN
· Operational CRM: traditional transactional processing for day to day front office operations or systems that deal directly with customers
MARKETING CRM at operational:
· 3 primary: 
a. List generators, compile customer data from a variety of sources and segment the data for different marketing campaigns ex. website visits, questionnaires, online/offline surveys
b. campaign management systems, guide users through marketing campaigns performing such tasks as campaign definition definition, planning and scheduling, segmentation, success analytics can calculate QUANTIFIABLE ROI 
c. cross-selling and upselling strategies, 
i. Cross selling: selling ADDITIONAL products or services to a consumer
ii. Upselling: INCREASING THE VALUE of the sale 
SALES CRM at operational:
· 3 primary
a. sales management, automate each phase of sales process, helping individual sales reps coordinate their accounts 
b. contact management, maintains customer contact information and identifies prospective customers for future sales
c. opportunity management, targets sales opportunities by finding new customers or companies for future sales 
CUSTOMER SERVICE CRM at operational:
· 3 primary
a. contact centres, call centre, CSR answers inquiries etc
b. web-based self-service systems, allows customers to use web to find answers to questions, solutions
c. call scripting systems, access organizational database that track similar issues or questions and automatically generate details for the CSR
· Analytical CRM: supports back office operations and strategic and includes all systems that do not deal directly with customers 
· can use personalization: website knows enough about a person’s likes and dislikes that it can fashion offers more likely to appeal to that person 
· MAIN DIFFERENCE IS CUSTOMER INTERACTION LEVEL
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· CUSTOMER IS KING
· A customer-focused organization (as opposed to a sales-focused organization) aims to achieve the following:
·  Customer identification:  “know your customers” 
·  Customer differentiation:  “each customer’s value is different” 
·  Customer interaction:  “keep learning about your customers” 
·  Customization:  “treat each customer uniquely”
· Customer Relationship Management (CRM): business and technology discipline for managing customer relationships (help of IS) to optimize revenue, profitability, customer satisfaction and customer retention 
· CRM systems:
· capture, integrate customer data from all over the organization
· consolidate and analyze data
· address all aspects of customer relationship: marketing, sales, service
· distribute results to various systems and customer touch points across organization (touch point  method of interaction with customer such as phone, email etc.)
· CRM best practices:
· clearly communicate strategy
· define info needs and flows
· build integrated view of the customer
· implement in iterations
· scalability for organizational growth
· eight building blocs 
· 1. Creating a CRM vision that provides a “big picture” of what the customer-centric organization should look like. 
· 2. Defining and weaving a CRM strategy that aligns with broader marketing and sales strategies, and informs operational and production strategies. 
· 3. Understanding and engaging the customer. 
· 4. Ensuring organizational collaboration between internal groups and external business partners. 
· 5. Focusing on improving customer processes. 
· 6. Achieving data integrity across the enterprise. 
· 7. Leveraging information systems to implement CRM. 
· 8. Defining, collecting, and analyzing CRM metrics (next slide).

Chapter 10 – BOOK
· Intellectual property: intangible creative work that is embodied in physical form
· copyright: legal protection afforded an expression of an idea, such as a strong video game and some type of property documents
· fair dealing: principle by which in certain situations it is legal to use copyrighted material
· pirated software: copyrighted software that is used, duplicated, distributed or sold without authorization by the copyright holder
· counterfeit software: software that is manufactured to look like the real thing and sold as such 

· Biggest issue today = PRIVACY: right to be left alone when you want to be
· PRIVACY is related to CONFIDENTIALITY: assurance that messages and info are available only to those who are authorized to view them

· Information ethics: concerns ethical and moral issues arising from development and use of IT and IS

· Information privacy: concerns the legal right or general expectation of individuals, groups, or institutions to determine for themselves when and to what extent info about them is communicated to other  how personal info is collected + shared 

· PIPEDA  Canadas privacy law 
1. accountability,  org responsible for personal info under its control and shall designate an individual(s) who are accountable for the org’s compliance with the following principles
2. identifying purposes, purpose of which pers info is collected shall be identified before collected
3. consent, knowledge and consent of ind are required for collection, use, disclosure of personal info, except when inappropriate 
4. limiting collection, collection of pers info limited to what is necessary for purposes identified by org
5. limiting use, disclosure and retention, personal info shall not be used/disclosed for purposes other than for those for which it was collected except with consent of individual
6. accuracy, personal info shall be accurate, complete and up to date as is necessary for purposes for which it is to be used
7. safeguards, personal info shall be protected by security safeguards appropriate to sensitivity of the info
8. openness, org shall make readily available to individual’s specific info about policies and practices 
9. individual access, upon request, individual shall be informed of existence, use, disclosure of his/her personal information shall be given access to that information
10. challenging compliance, an individual shall be able to address a challenge concerning compliance with the above principles to the designated individual(s) for the org’s compliance 

· E-Policies: policies and procedures that address info management along with the ethical use of computers and the internet in the business environment 
· Click fraud: abuse of pay-per-click, pay-per-call etc revenue models by repeatedly clicking on a link to increase charges/costs for advisor
· competitive click fraud: computer crime which a competitor or distinguished employee increases the company’s search advertising costs by repeatedly clicking on the advertiser’s link 
· ethical computer use policy: principles to guide computer use 
· information privacy policy: contains general principles regarding info privacy
· acceptable use policy (AUP): requires user to agree to follow it to be provided access to corporate email, info systems, and internet
· Nonrepudiation: contractual stipulation to ensure that e-business participants do not deny (repudiate) their online actors 
· internet use policy: contains general principles to guide the proper use of the internet
· cybervandalism: electronic defacing of existing web
· typosquatting: a problem occurs when someone regsiters purposely misspelled variations of well-known domain names 
· website name stealing: theft of a websites name that occurs when someone posing as an administrator changes ownership of domains name assigned to website to another website owner
· internet censorship: government attempts to control internet traffic 
· email privacy policy: extent to which email messages might be read by others 
· spam: unsolicited email
· teergrubing: anti-spamming approach where the receiving computer launches a return attack against the spammer 

5 steps to creating a Information security plan 
1. Develop information security policies
2. communicate info sec. pol
3. identify critical info assets
4. test and reevaluate risks
5. obtain stakeholder support 

3 primary information security areas:
1. authentication and authorization
way of confirming users identities + giving someone permission to have something
a. something that user knows, such as username and password 
b. something that user has, smart card/token
c. something that is a part of the user fingerprint or voice signature
2. Prevention and Resistance
a. content filtering  prevents transmission of unauthorized info
b. encryption  scrambles info into alternative form that you need key/pass
c. firewalls  hardware/software that guards a private network by analyzing the info entering/leaving it
3. Detection and Response
a. Types of hackers
i. hacker – uses knowledge of computers to hack
ii. white hat hacker – one who works at request of system owners to find system vulnerabilities and plug the holes
iii. hactivist – has philosophical/political reason for breaking into systems
iv. script kidies or script bunnies – hacking code on internet and clicks way into system
v. cracker – hacker with criminal intent
vi. cyberterrorist - seeks to cause harm to people or destroy critical systems 
b. types of viruses
i. worm – virus spreads itself 
ii. denial of service attack – floods a website with so many requests for service that it slows down/crashes site 
iii. distributed denal of service attack – attack from multiple computers that flood a website with so many requests for service that it slows down/crashes 
iv. Trojan horse virus – hides inside other software, usually as an attachment or downloadable file
v. backdoor programs – viruses that open a way into a network for future attacks 
vi. polymorphic viruses and worms – viruses/worms that change their form as they propagate
c. security threats to e-business
i. elevation of privilege – user misleads system into granting unauthorized rights
ii. hoaxes – attack computer systems by transmitting virus hoax
iii. malicious code – variety of threats, viruses, worms and Trojan horses
iv. spoofing – forging of return address on email so email appears to come from different person
v. spyware – comes hidden in free downloadable software and tracks online movement
vi. sniffer – can monitor travelling data over the internet
vii. packet tampering – altering contents of a package
viii. phishing – technique used to gain personal information for purpose of identity theft 
ix. pharming – reroutes requests for legitimate websites to false ones
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· competitive pressure = unwillingness to pay higher prices is driving re-engineering processes and outsourcing  leads to job loss 
· information ethics: the ethical and moral issues arising from the development and use of information technologies as well as the creation, collection, duplication, distribution and processing of info
· Monitoring technologies 
·  Key logger: program that records keystrokes and mouse clicks  
· Hardware key logger: device that captures keystrokes on their journey from the keyboard to the motherboard  
· Cookie: file deposited on a hard drive by a website containing info about customers and their web activities 
·  Spyware: program hidden in free downloadable software which tracks online movements, mines the info stored on a computer, etc.
· Opt-in model: prohibits an organization from collecting personal info unless the user agrees to it  
· The default is to assume consent is not given  
· Opt-out model: permits the collection of personal info until the consumer requests that it stops  
· The default is to assume consent is given
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· strategies to solve problems in IS development:
· transform and customize
· set up multinational development team
· use centres of excellence
· outsource the development work to global or offshore development countries 
· systems development life cycle (SDLC): overall process for developing info systems from planning and analysis through implementation and maintenance 
7 DISTINCT PHASES:
1. planning
2. analysis
3. design
4. development
5. testing
6. implementation
(a) Parallel – old and new used at same time
 (b) Direct – old system is discontinued on the day new one is out
(c) Phased – parts of new implemented over time
(d) Pilot – entire system is used, used one location
7. maintenance
Types of maintenance:
· Adaptive - making changes to meet new business requirements 
· Corrective - repairs defective systems 
· Perfective - making changes to enhance the system (e.g., processing performance) 
· Preventive - making changes to reduce the chance of future system failures
a. 

· Waterfall methodology: sequential, activity based process which each phase in the SDLC is performed sequentially 
· Agile software development methodologies
· interactive development: consists of a series of tiny projects and has become the foundation of multiple agile types of methodologies 
· agile methodology: aims for customer satisfaction through early and continues delivery of useful software components developed by an interactive process with a design point that uses the bare minimum requirements 
· PRIMARY FORMS:
· rapid prototyping/application development RAD
· extreme programming EP
· rational unified process RUP
· scrum methodology SCRUM
· Rapid application development methodology (RAD) aka Rapid Prototyping
· emphasizes extensive user involvement in the rapid and evolutionary construction of working prototypes of a system to accelerate the systems development process

· Extreme program methodology: breaks a project into tiny phases and developers cannot continue to the next phase until the previous one is complete 
· Rational unified process methodology (RUP) owned by IBM, provides a framework for breaking down the development of software into four gates:
· inception – shareholders have shared understanding of system
· elaboration – primary questions answered
· construction – building develop product 
· transition 
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·  Systems Development means: 
·  The activities that go into producing an information system (IS) to address an organizational problem or to take advantage of an opportunity 
·  Problem: customers leaving; Solution: CRM 
·  Opportunity: growth; solution e-business, SCM
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· Data warehouse: ORGANIZATION logical collection of analytical information gathered from many different operational databases that supports business analysis activities and decision making tasks
· Subject oriented: info organized around major subject areas of the company
· integrated: info gathered into data warehouse from a variety of operational data sources
· time variant: all info in data warehouse is time stamped with a particular time period
· non-volatile: info in data warehouse is stable and once loaded never changes 
· ETL (Extraction, transformation, Loading)
· Data mart: SUBSETS OF ORGANIZATION contains subset of data warehouse info, has focused info subsets particular to needs of a given business unit aka finance 
· Multi-dimensional database: BEST FOR TRANSACTIONAL 
· dimension is a particular attribute of info 
· CUBE, once it is created users can slice and dice to drill down into info
· Information cleansing (scrubbing): process that weeds out and fixes/discards inconsistent, incorrect or incomplete info

· data mining: process of analyzing info to extract insights not necessarily evident from info alone 
· classification: assigns records to one of a predefined set of classes
· estimation: determines values for an unknown continuous variable behavior or estimated future value
· affinity grouping: which things go together
· clustering: segments a heterogeneous pop of records into a number of subgroups
 MORE COMMON FORMS OF DATA MINING:
1. cluster analysis CLOSE
a. technique used to divide an information set into mutually exclusive groups so that members of each group are as close together as possible to one another and diff groups are as far apart as possible
2. association detection RELATED
a. reveals the degree to which variables are related and the nature and frequency of these relationships in the information
i. MARKET BASKET ANALYSIS
 analyzes such items like websites and checkout scanner info to detect customers buying behavior and predict future behaviour by identifying affinities among customers choices
3. statistical analysis VARIANCE DISTRIBUTION 
a. performs such functions as information correlations, distributions, calculations and variance analysis. 
i. SENECA – gathers and analyzes info by assessing precise definitions and numerical scales to such qualities 
ii. FORECASTING: TIME SERIES INFORMATION:
[bookmark: _GoBack] time stamped info collected at a particular frequency 
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Chapter 12 – BOOK 
· Enterprise architecture includes the plans for how an organization builds, deploys, uses and shares its data, processes and IT assets 
· enterprise architect = important bridge between IT and business 
· Primary business goals of enterprise architecture:
1- reduce costs/improve productivity
2- improve customer satisfaction
3- create competitive advantages
4- generate growth
5- generate new revenue streams
6- optimize the supply chain 
· Top International Telecommunication Issues
1- Network, 
· improving operational efficiency of networks, 
· dealing w diff networks
2- Regulatory issues
· dealing w transborder data flow restrictions
· handling international politics
3- technology and country oriented issues
· managing network infrastructure across countries
· reconciling national defences
· Agile MIS infrastructure: includes hardware, software, and telecommunications equipment that when combined provides the underlying foundation to support the organizations goals
CHARACTERISTICS
1- accessibility – varying levels
2- availability – time frames
3- maintainability – transforms quickly environment changes
4- portability – operate on diff devices
5- reliability – functions correctly
6- scalability – system can scale up adapt to increased demand
7- usability – easy to learn and use 
· Grid computing 
· aggregation of geographically dispersed computing, storage and network resources, coordinated to deliver improved performance, higher quality of service, better usage and easier access to data
· Cloud computing
· Multi-tenancy: means that a single instance of a system serves multiple customers. In the cloud, each customer is called a tenant and multiple tenants can access the same system
· Cloud fabric: software that makes all these benefits possible
· Cloud fabric controller: individual who monitors and provisions cloud resources, similarly to a server administrator and a individual company, ensures all environments are available
· BENEFITS OF CLOUD COMPUTING
· on demand self service
· broad network access
· multi-tenancy
· rapid elasticity
· measured service
· CLOUD SERVICE DELVIERY MODELS
· infrastructure
· PHYSICAL INFRASTRUCTURE
· offers computer hardware/networking pay per view basis
· pay per use revenue model
· customers can run/load their own apps on amazons computers
· software as a service
· END USER REQUIREMENTS
· offers applications on pay per use basis
· usability was the biggest driver to creating interest and success for cloud computing service providers 
· advantage: COST SAVINGS
· platform as a service
· OPERATING SYSTEM TOOLS FOR BUILDING APPS
· offer hardware, networking and apps on a pay per use basis
· minimize operational costs and increase productivity
· increased security
· access to info anywhere/anytime
· centralized info management
· easy collab
· increased speed
· CLOUD COMPUTING ENVIRONMENTS
· public cloud
· promotes massive, global and industry wide apps offered to the general public 
· customers never required to provision manage upgrade replace hardware 
· pricing is utility style, only resources they use
· private cloud
· serves only one customer or organization can be located either on the customer’s premises or off
· optimal solution for an organization such as the gov (high data security)
· far more expensive, costs not shared across multiple customers 
· community cloud
· environment serves a specific community with common business models, security requirements and compliance considerations
· financial services + pharmaceuticals 
· hybrid cloud
· includes two or more private, public or community clouds but each cloud remains separate and is only linked by technology that enables data and application portability
· CLOUD BURSTING:
· company uses its own computing infrastructure for normal usage and accesses the cloud only when it needs to scale for peak load requirements, ensuring that a sudden spike in usage does not result in poor performance or system clashes 
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· MIS infrastructure includes hardware, software, and telecommunications
· CAN BE SEEN AS…
· A technology
· hardware, software, telecommunications equipment
· FOCUSES ON CAPACITY AND SPEED OF INFRASTRUCTURE
· A set of services
· computing (desktops, mainframes), telecommunications (data networks), data management (store, analyze) etc.. 
· FOCUSES ON BUSINESS VALUE OF INFRASTRUCTURE

· MIS infrastructure…
· hardware prices (-)
· hardware sizes (-)
· hardware power (+)
· hardware complexity (+)
· Agile means flexible and quick to respond to changes 
· GRID COMPUTING	
· most computers only use their computing power 25% of time other time they’re idle
· connects remote computers to create a virtual super computer by combining the unused power of all computers on the grid
· uses internet
· cost saving, speed 
· CLOUD COMPUTING
· computing resources accessible through the internet 
· giant shared computer
· resources maintained by vendors
CHALLENGES
· loss of control 
· reliability (vendors services reliable?)
· privacy (will vendor protect the privacy of data?)
· security (will vendor ensure security of data?)
· availability (will vendor stay in business)
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· telecommunications system enables the transmission of data over public or private networks
· Network: a communication, data exchange and resource sharing system created by linking two or more computers and establishing standards and protocols 
· Local area network: is designed to connect a group of computers in close proximity to each other as in an office building, a school or a home
· wide area network: spans a large geographic area such as state, province or a country
· metropolitan area network: is a large computer network usually spanning a city 
· INTERNET PROVIDERS
· internet service provider: company that provides individuals and other companies access to the internet along with additional related services 
· wireless internet service provider: allows subscribers to connect to a server at designated hotspots or access points using a wireless connection
· online service provider: offers an extensive array of unique services such as its own version of a web browser
· application service provider: 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 

· service level agreements: define the specific responsibilities of the service provider and set the customer expectations 
· voice over internet protocol: uses TCP/IP technology to transmit voice calls over long distance telephone lines 
· satellite: big microwave repeater in the sky; contains one or more transponders that listen to a particular portion of the electromagnetic spectrum
· microwave transmitter: uses the atmosphere as the transmission medium to send the signal to a microwave receiver
· LOCATION BASED SERVICES: wireless mobile content services that provide location specific data to mobile users moving from location to location
· privacy issues:
· target marketing
· embarrassment
· harassment
· service denial
· legal restrictions
· Market Segments
· emergency services
· navigation services
· tracking services
· location advertising
· gaming
· workforce organization
· security
· Global positioning systems: 24 well-spaced satellites that orbit earth and make it possible for people with ground receivers to pinpoint their geographic location 
· geographic information system: is designed to work with data that can be shown on a map 
· Common GIS uses:
· finding what is nearby
· routing information
· information alerts
· mapping densities
· WIFI 
· WIMAX, telecommunications technology aimed at providing wireless data over long distances in a variety of ways 
· consists of two parts
· tower – single wimax tower can provide coverage to a large area
· receiver – receiver and antenna might be built into a laptop the way wifi access is today
· RFID Radio frequency identification technologies use active or passive tags in the form of chips or smart labels that can store unique identifiers and relay this data to electronic readers 
· RFID tags combine tiny chips with an antenna, when placed on an item, it automatically radios its location 

· wireless fidelity is a means of linking computers using infrared or radio signals
· radio frequency identification is a technology that uses active or passive tags in the forms of chips or smart labels that can store unique identifiers and relay this information to electronic readers 
· fibre to home = fastest speed
· satellite = farthest range 





