
Chapter 1

Business Information Systems in Your Career
Student Learning Objectives
1. How are information systems transforming business and what is their relationship to globalization?

2. Why are information systems so essential for running and managing a business today?

3. What exactly is an information system? How does it work? What are its people, organization, and technology components?

4. How will a four-step method for business problem solving help you solve information system-related problems?

5. How will information systems affect business careers and what information systems skills and knowledge are essential?
Chapter Outline
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Globalization Challenges and Opportunities: A Flattened World
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Information Systems and Your Career: Wrap-Up
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1.5
Hands-On MIS



Management Decision Problems


Improving Decision Making: Using Databases to Analyze Sales Trends

Improving Decision Making: Using the Internet to Locate Jobs Requiring Information Systems Knowledge
Key Terms

The following alphabetical list identifies the key terms discussed in this chapter.  The page number for each key term is provided.

	Business model, 11
	Information system (IS), 13

	Business processes, 16
	Information systems literacy, 15

	Change management, 23
	Information technology (it), 13

	Computer hardware, 17
	Information technology (IT) infrastructure, 17

	Computer literacy, 15
	Input, 14

	Computer software, 17
	Internet, 17

	Critical thinking, 23
	Intranets, 17

	Culture, 16
	Management information systems (MIS), 15

	Data, 13
	Network, 17

	Data management technology, 17
	Networking and telecommunications technology, 17

	Extranets, 17
	Output, 14

	Feedback, 14
	Processing, 14

	Information, 13
	World Wide Web, 17


Teaching Suggestions

You are probably meeting on the first class session to introduce yourself, the course, and to meet the students.  It is good to get to the classroom early and meet the students as they come in.  Learn a few names as the students enter.  

After going over any requirements you may have for the course, try to give an overview of the course, stressing that this is not a technical course.  Usually, you can’t do enough to put non-technical types at ease.  

The opening case, “The New Yankee Stadium Looks to the Future,” shows students that even the professional sports industry has embraced technology as a way to enhance customer value and increase the business’s competitive advantage. Students will start to become familiar with the idea that many different kinds of businesses have had to change the way they operate, even Major League Baseball teams.  Not only does the technology in Yankee Stadium provide new interactive services to fans inside and outside the Stadium, but it also provides fans with useful information such as news, weather, and traffic information. The entire system is designed to help increase customer service and hopefully, team sales, by providing a new channel for interacting with fans and making it easier for them to purchase products and services. The new technology built into the stadium shows why information systems are essential for enhancing customer service, making the business more efficient, and increasing revenues.  

Section 1.1, “The Role of Information Systems in Business Today,” gives students a feel for the importance of information systems in business today and how they have transformed businesses on the world stage.  A good discussion of the six important business objectives (operational excellence; new products, services, and business models; customer and supplier intimacy; improved decision making; competitive advantage; and survival) outlined in this section gives you a chance to discuss why businesses have become so dependent on information systems today and the importance of these systems for the survival of a firm.  Stress to students that information systems are not a luxury.  In most businesses they are the core to survival.  This would be a good time to ask students to discuss how their own schools are using information systems to enhance their product offering.

Globalization is affecting virtually every country in the world.  The most striking evidence of this trend is the increasing presence of cell phones in the very small villages of Africa.  Globalization will continue its steady march as technology becomes more pervasive and, in some cases, easier.  China, Singapore, and Russia are good examples of how globalization has flattened the world since they are leading exporters to other countries, especially ones as industrialized and advanced as the U.S. and many European countries.  Emerging countries, like Poland, the Ukraine, and Ireland, are excellent examples of increasing globalization.

Interactive Session: Organizations: MIS in Your Pocket

Case Study Questions

1. What kinds of applications are described here? What business functions do they support? How do they improve operational efficiency and decision making?

Email, messaging, social networking, and salesforce management are described in this case study. The applications support business functions that include collaboration, location-based services, and communications with colleagues. These applications improve operational efficiency and decision making by allowing people to communicate from wherever they are. They are no longer tethered to one place or one machine. They can receive information and data instantaneously which allows them to make better, faster decisions. In the case of Doylestown Hospital, doctors use iPhone applications to access medical reference applications, giving them a broader base of information on which to base decisions. 
2. Identify the problems that businesses in this case study solved by using mobile digital devices.

Doylestown Hospital customized doctors’ iPhones with secure mobile access to the hospital’s electronic medical records system. Doctors receive information on vital signs, medications, lab results, allergies, nurses’ notes, therapy results, and patient diets. Doctors can also access medical reference applications to help them interpret lab results and obtain medication information. The hospital’s information systems department can authenticate system users and track user activity. Information is stored securely on the hospital’s server computer. Doctors stay connected around the clock to hospital staff, colleagues, and patient information. The iPhone allows doctors to receive time-sensitive e-mail alerts from the hospital. 

D.W. Morgan is a supply chain consultant and transportation and logistics service provider. It helps companies move critical inventory to factories that use a just-in-time inventory strategy. It has operations in more than 85 countries on four continents. It’s absolutely critical to know the exact moment when delivery trucks will arrive with supplies. In the past, it took many phone calls and a great deal of manual effort to provide customers with such precise up-to-the-minute information. It now uses mobile digital devices for its 30 drivers that update shipment information, collect signatures, and provide GPS data on each box it delivers. Drivers record pickups and status updates. They collect a signature on their iPhone screen that verifies deliveries at each destination. Data includes a date stamp and time-stamped GPS location pinpointed on a Google map. The data is available to customers on the company’s Web site. 
Aedas Sport uses iPhones to constantly communicate with colleagues and customers. The iPhones also take pictures of designs, models, and construction sites which are then transmitted to anyone who needs or wants them instantaneously. The iPhone has made it possible for Aedas Sport to build a vast archive of visual assets without planning or extra effort. The firm sends a book with all the iPhone photos of its projects to every prospective client to demonstrate the talent and creativity of the firm. 
3. What kinds of businesses are most likely to benefit from equipping their employees with mobile digital devices such as iPhones and BlackBerrys?

Any business with a need to communicate with customers, suppliers, and business colleagues can benefit from equipping employees with mobile digital devices. 
Student answers will vary as they relate their own experiences and knowledge of using mobile digital devices. Try to encourage student creativity and imagination with this question. Here are a few examples of business that would benefit:

Insurance company claims adjusters or agents writing new policies or updating old ones, can take pictures of property as-is or that’s been damaged, update data on condition of the property, and document property damage for claims.

Real estate agents can take pictures of homes for sale and send to prospective buyers, send information to other agents or prospective buyers and sellers, answer questions and complete documents related to buying and selling property.

Winemakers can receive up-to-date weather forecasts, track crop information via GPS coordinates, store and access data on crop varieties for later analysis, track employee productivity during harvest time, take pictures of crops to include in a database, and communicate with suppliers and customers.
4. D.W. Morgan’s CEO has stated, “The iPhone is not a game changer, it’s an industry changer. It changes the way that you can interact with your customers and with your suppliers.” Discuss the implications of this statement.
First and foremost, those that effectively and efficiently deploy mobile digital device technology gain a huge competitive advantage over those who do not use the technology to stay in constant touch with customers and suppliers. Sales and Marketing can take a hit by not having access to information that can close business deals faster and more efficiently. Costs can increase without the ability to contact suppliers and track product shipments, especially for those companies who use just-in-time supply chains. 
MIS In Action

Explore the Web site for either the Apple iPhone 3G, the BlackBerry, or the Palm Pre, then answer the following questions:

1. List and describe the capabilities of each of these devices and give examples of how they could be used by businesses.

All three mobile digital devices offer these capabilities:

· Organizer
· Browser

· Phone

· Camera

· Video recording

· Mapping and accessing location data

· Media player

· Accessing corporate databases

· SMS

· MMS

· GPS

· Search
Examples of how these devices can be used by businesses will vary among students but should reference how business users can use applications to support collaboration, location-based services, and communication with colleagues. 
2. List and describe three downloadable business applications for each device and describe their business benefits. (Information supplied is copied from the respective Web sites.)
Apple applications:
· Maps: Use Maps to bookmark addresses for your hotel, as well as for stores, museums, and restaurants you want to visit. Tap these bookmarks when you’re walking around or telling a cabbie where to take you. Create a new group in Contacts with the same addresses and phone numbers for easy access. See what local landmarks might be nearby by tapping a location in Maps, then turning on satellite or hybrid view.
· Check conversion rates: Check conversion rates for more than 90 currencies worldwide with Currency. Choose your master currency, enter an amount, and see what that souvenir would cost back home.
· Language conversion: Lonely Planet Mobile Phrasebooks give you text and audio translations of common words and phrases from English into Cantonese, German, Japanese, Spanish, French, and more. And with more than 350,000 translations and a multilingual slang dictionary, Ultralingua dictionaries let you travel light and leave the books at home.
Blackberry applications:

· Social networking: provides connectivity to MySpace, Facebook, Flickr Photo Upload, and You Tube

· Documents to go: Create and edit Microsoft® Word, Excel and PowerPoint® files using your smartphone’s keyboard and menus. Then send the files as attachments.
· Journal Bar: Receive up-to-the minute weather, news, stocks, exchange rates, sports scores, movie times, animated radar and more.

Palm Pre applications:

· LinkedIn: LinkedIn allows you to leverage the power of your professional network when you’re on the go. Quickly find needed contact information with improved search, learn more about the person you’re about to meet, and accept/send invitations from your Palm webOS phone.
· FlightView: Save flights to your “My Flights” list, then receive real-time flight status notifications on your Palm webOS phone. Even add flights directly to the calendar on your phone and view maps of flights that are currently in-air.
· Express Stocks: Receive detailed stock updates without having to look in multiple locations. Express Stocks delivers stock prices and details to your Palm webOS phone with just
one touch.
Section 1.2, “Perspectives on Information Systems and Information Technology,” gives students the facts and definitions that underpin information systems and allow students to knowledgeably discuss information systems.  Students do not need the knowledge of a technical person, but they do need enough knowledge and definitions to understand the role of information technology and how it must support the organization’s business strategy. They must also understand how information technology can be used to help transform a business.  Note that the chapter’s definitions and terms help prepare students to discuss information systems as an integral part of business systems.  Make students aware of the formal descriptions of computer-based information systems (CBIS), the functional classification of the organization, and standard operating procedures.  Encourage students to see that technology is subordinate to the organization and its purposes.  
After contrasting the technical and behavioral approaches, you should stress to your students that the sociotechnical approach does not ignore the technical, but considers it as a part of the organization.  This is also a good place to reinforce the differences between information systems literacy and computer literacy.  When asked to describe company information systems, students often describe the information systems in terms of technology.  Point out that information systems are more than just computers and related technology. Most importantly, they have three dimensions that are emphasized throughout the text: people, organization, and technology.  You can use the diagram at the beginning of the chapter (page 5) and Figure 1-3 (page 15) to illustrate this point. 
Interactive Session: Technology: UPS Competes Globally with Information Technology
Case Study Questions
1. What are the inputs, processing, and outputs of UPS’s package tracking system?

Inputs: The inputs include package information, customer signature, pickup, delivery, time-card data, current location (while en route), and billing and customer clearance documentation.

Processing: The data are transmitted to a central computer and stored for retrieval. Data are also reorganized so that they can be tracked by customer account, date, driver, and other criteria.

Outputs: The outputs include pickup and delivery times, location while en route, and package recipient. The outputs also include various reports, such as all packages for a specific account or a specific driver or route, as well as summary reports for management.

2. What technologies are used by UPS? How are these technologies related to UPS’s business model and business objectives?

Technologies include handheld computers (DIADs), barcode scanning systems, wired and wireless communications networks, desktop computers, UPS’s central computer (large mainframe computers), and storage technology for the package delivery data.  Telecommunications for transmitting data, pagers, cellular phone networks, and many different pieces of UPS in-house package tracing software for tracking packages, calculating fees, maintaining customer accounts and managing logistics, as well as software to access the World Wide Web.
UPS has used the same strategy for over 90 years. Its strategy is to provide the “best service and lowest rates.” One of the most visible aspects of technology is the customer’s ability to track his/her package via the UPS Web site. However, technology also enables data to seamlessly flow throughout UPS and helps streamline the workflow at UPS. Thus, the technology described in the scenario enables UPS to be more competitive, efficient, and profitable.  The result is an information system solution to the business challenge of providing a high level service with low prices in the face of mounting competition.

3. What problems do UPS’s information systems solve? What would happen if these technologies were not available?

Some problems this information system solves relate directly to logistics and supply chain activities, not just for itself, but also for other companies. These services include supply chain design and management, freight forwarding, customs brokerage, mail services, multimodal transportation, and financial services, in addition to logistics services. Because of the advanced integration of its technology, UPS can provide these services cheaper and more efficient than most companies can create them in-house.

Arguably, UPS might not be able to compete effectively without technology. If the technology were not available, then UPS would, as it has through most of its history, attempt to provide that information to its customers, but at higher prices.  From the customers’ perspective, these technologies provide value because they help customers complete their tasks more efficiently. Customers view UPS’s technology as value-added services as opposed to increasing the cost of sending packages.
MIS In Action

Explore the UPS Web site (www.ups.com) and answer the following questions:

1. What kind of information and services does the Web site provide for individuals, small businesses, and large businesses? List these services. 

Answers will vary by the type of service students select.  It’s important that they incorporate principles from this chapter in their answers.  
Services include the following:

· Shipping

· Create a shipment

· Calculate time and cost

· Schedule a pickup

· Order supplies

· Use International Tools to estimate the cost to move a shipment across borders including duties, taxes, and transportation charges

· Tracking Management

· Freight Management including Critical, Air, LTL and Truckload, and Ocean Freight

· Locations

· Support

· Business Solutions

2. Go to the Business Solutions portion of the UPS Web Site. Browse the UPS Business Solutions by category (such as shipment delivery returns or international trade) and write a description of all the services UPS provides for one of these categories.  Explain how a business would benefit from these services.

Businesses benefit from the services UPS provides by not having to create the technology themselves. UPS provides a one-stop-shopping place for all the information and expertise necessary to efficiently manage a business’s shipping needs. The business can concentrate on its core competencies and outsource the work to UPS, often at lower costs.
Business Solutions categories are:
· Shipment Delivery and Returns

· Technology

· Logistics

· International Trade

· Locations

· Special Features

· Industry Focus

· Financial

The Shipment Delivery Returns category provides these services:
· Logistics – Service Parts recovery solutions that help increase efficiencies

· UPS Returns – Process and track return shipments quickly and efficiently

· UPS Returns Plus – Return shipments with pickup service

· UPS Returns Technology – Enable your customers to request a return shipping label directly from your Web site

The International Trade category provides these services:
· Customs Clearance – tools and expertise to help manage international trade complexities

· Distribution Center Bypass – Consolidation services to streamline your international supply chain

· UPS Trade Direct – A multi-modal, international freight solution to move your products across oceans and borders faster

· UPS World Ease – Consolidates multiple shipments destined for one country or the European Union so they are processed by customers as a single shipment

· Consulting – Guidance on aligning processes and operations with business strategies

· UPS Paperless Invoice – Electronic commercial invoices speed data to customs

3. Explain how the Web site helps UPS achieve some or all of the strategic business objectives we described earlier in this chapter. What would be the impact on UPS’s businesses if this Web site were not available? 
UPS invests heavily in information systems technology to make its business more efficient and customer oriented.  It uses an array of information technologies including barcode scanning systems, wireless networks, large mainframe computers, handheld computers, the Internet, and many different pieces of software for tracking packages, calculating fees, maintaining customer accounts, and managing logistics.  You may want to highlight how UPS has had to change and adapt to new technologies to remain competitive. 

Section 1.3, “Understanding Information Systems: A Business Problem-Solving Approach”.  Many students do not immediately recognize that the problem-solving model illustrated in this chapter was taken from the old scientific problem-solving model that has been around for years.  Ask students to use this model and apply it to their decision-making processes that they unconsciously go through when they first awake in the morning.  For a warm up to this model ask students to use Figure 1-4 and apply it to processes required when they are assigned a school project or case study.  What is important to stress is that the process is continuous.  There is no direct path from one process to the next and that most problem-solving processes require you to circle back to a previous step in order to reevaluate the situation.

Section 1.4, “Information Systems and Your Career”.  As an exercise, instructors may wish to have their students surf the Internet for job opportunities at Monster Job (www.monster.com) or another employment application site.  Divide your class into groups to represent the major functional areas such as finance, accounting, marketing, human resource management, production and operations, information systems, and others.  Ask each group to find five jobs being advertised in each of the functional areas.  Have them list the required qualifications being requested as they relate to the field of information systems.   

Since your students should have access to e-mail, you may want to send them an “MIS Word of the Day.”  Check out http://www.whatis.com, http://whatis.techtarget.com or one of the many other online computer terminology dictionaries to locate words and definitions that supplement the Laudon text.  Students often enjoy electronic interactions with their instructor, and the words are yet another way to reinforce learning.
Section 1.5, “Hands-On MIS”  This section gives students an opportunity to analyze real world information systems needs and requirements.  It provides several exercises you can use to determine if students are grasping the material in the chapter.

Management Decision Problems

1.  Snyders of Hanover: The financial department uses spreadsheets and manual processes for much of its data gathering and reporting. Assess the impact of this situation on business performance and management decision making.

· Data entry errors from repetitive entry

· No information available on-demand

· Late reporting of critical decision-making information

· Time consuming

2. Dollar General Corporation: Wants to keep costs as low as possible so it does not use an automated method for keeping track of inventory at each store. What decisions have to be made before investing in an information system solution?

Managers would be wise to use the four steps in the problem-solving process. First, they should identify the real problem associated with the current information system. The lack of an inventory tracking system within each store is actually increasing costs because of the mismanagement of inventory. 

The second step in the problem solving process, solution design, requires managers to design several solutions that reflect different perspectives in the organization. A new inventory management system would let each store count products when they are delivered and track them all the way through the sales process.
The third step, choice, requires managers to consider the cost of the solution, the feasibility of the solution given existing resources and skills, and the length of time required to build and implement the new inventory tracking system. Would it be more cost effective in the long run to implement an inventory tracking system rather than continuing to endure merchandise losses due to mismanagement, theft, and mishaps?

The final step in the problem-solving process, implementation, involves build the solution and introducing it into the organization. The technology--hardware and software--must be purchased and tested in a realistic business setting. Employees must be trained and documentation for using the new system must be written. 

Improving Decision Making: Using Databases to Analyze Sales Trends: 
Software skills: Database querying and reporting

Business Skills: Sales Trend Analysis

This exercise helps students understand how a raw file of sales transactions can be analyzed using database software to produce valuable information for managers. The solutions provided here were created using the query wizard and report wizard capabilities of Microsoft Access. Students can, of course, create more sophisticated reports if they wish, but much valuable information can be obtained from simple query and reporting functions. The main challenge is to get students to ask the right questions about the information.

· Which products should be restocked?

· Which stores and sales regions would benefit from a promotional campaign and additional marketing?

· When (what time of year) should products be offered at full price, and when should discounts be used?

The answers to the questions can be found in the Microsoft Access File named: MIS9ch01_solutionfile.mdb
Improving Decision Making: Using the Internet to Locate Jobs Requiring Information Systems Knowledge

Software skills: Internet-based software

Business skills: Job searching

In addition to having students research jobs in their chosen career field, it may be quite interesting to have them research jobs in other career fields so they can see that virtually every job and/or career requires information systems skills.

Review Questions 

1. How are information systems transforming business and what is their relationship to globalization?
Describe how information systems have changed the way businesses operate and their products and services.
Wireless communications, including computers, cell phones, and PDAs, are keeping managers, employees, customers, suppliers, and business partners connected in every way possible.  Email, social networking, online conferencing, the Web, and the Internet, are providing new and diverse lines of communication for all businesses, large and small. Through increased communication channels and decreased costs of communication, customers are demanding more of businesses in terms of services and products, at lower costs. E-commerce is changing the way businesses must attract and respond to customers.  
Describe the challenges and opportunities of globalization in a “flattened” world.
Customers no longer need to rely on local businesses for products and services.  They can shop 24/7 for virtually anything and have it delivered to their door or desktop.  Companies can operate 24/7 from any geographic location around the world. Jobs can just as easily move across the state or across the ocean.  Employees must continually develop high-level skills through education and on-the-job experience that cannot be outsourced. Business must avoid markets for goods and services that can be produced offshore much cheaper. The emergence of the Internet into a full-blown international communications system has drastically reduced the costs of operating and transacting on a global scale. 
2. Why are information systems so essential for running and managing a business today? 

List and describe six reasons why information systems are so important for business today.

Six reasons why information systems are so important for business today include: 
(1) Enhancement of operational excellence
(2) Aid the development of new products, services, and business models
(3) Encourage customer and supplier intimacy
(4) Improved decision making
(5) Provide competitive advantage
(6) Enable survival
Information systems are the foundation for conducting business today.  In many industries, survival and even existence without extensive use of IT is inconceivable, and IT plays a critical role in increasing productivity.  Although information technology has become more of a commodity, when coupled with complementary changes in organization and management, it can provide the foundation for new products, services, and ways of conducting business that provide firms with a strategic advantage.  

3. What exactly is an information system? How does it work? What are its people, organization and technology components?

List and describe the organizational, people, and technology dimensions of information systems.

· Organization involves the hierarchy, functional specialties, business processes, culture, and political interest groups.

· People involves training, job attitudes, and management behavior.

· Technology consists of computer hardware, software, data management technology, and networking/telecommunications technology.
Define an information system and describe the activities it performs
The textbook defines an information system as a set of interrelated components that work together to collect, process, store, and disseminate information to support decision making, coordination, control, analysis, and visualization in an organization. In addition to supporting decision making, information systems may also help managers and workers analyze problems, visualize complex subjects, and create new products.

Distinguish between data and information and between information systems literacy and computer literacy.
· Data are streams of raw facts representing events occurring in organizations or the physical environment before they have been organized and arranged into a form that people can understand and use.  
· Information is data that have been shaped into a form that is meaningful and useful to human beings. 
· Information systems literacy is a broad-based understanding of information systems. It includes a behavioral as well as a technical approach to studying information systems.  

· In contrast, computer literacy focuses primarily on knowledge of information technology.  It is limited to understanding computers.

Explain how the Internet and the World Wide Web are related to the other technology components of information systems 
The Internet and World Wide Web have had a tremendous impact on the role information systems play in organizations. The Internet and World Wide Web are responsible for increased connectivity and collaboration within and outside organizations. The Internet, World Wide Web, and other technologies have led to the redesign and reshaping of organizations. The Internet and World Wide Web have helped transform the organization’s structure, scope of operations, reporting and control mechanisms, work practices, work flows, and products and services.

4. How will a four-step method for business problem solving help you solve information system-related problems? 

List and describe each of the four steps for solving business problems.

· Problem identification involves understanding what kind of problem is being presented – whether it stems from people, organizational, or technology factors or a combination of these.

· Solution design involves designing several alternative solutions to the problem that has been identified.

· Solution evaluation and choice entails selecting the best solution, taking into account its cost and the available resources and skills in the business.
· Implementation entails purchasing or building hardware and software, testing the software, providing employees with training and documentation, managing change as the system is introduced into the organization, and measuring the outcome.
Give some examples of people, organizational, and technology problems found in businesses.

In answering this question students may draw on examples given in Table 1.2 on page 22 of the text.
· Organization: In order to understand how a specific business firm uses information systems, you need to know something about the structure, history, and culture of the company.  Typical organizational problems include:

· Poor/outdated business processes (usually inherited from the past).
· Unsupportive culture and attitudes.
· Political in-fighting.
· Turbulent business environment/changes in the organization’s surrounding environment.
· Complexity of restructuring task.
· Inadequate resources.
· People: Information systems require skilled people to build and maintain them, and need people who can understand how to use the information in a system to achieve business objectives.  Typical people problems include:
· Lack of employee training.
· Difficulties evaluating performance.
· Legal and regulatory compliance.
· Work environment.
· Lack of employee support and participation.
· Ergonomics.
· Poor or indecisive management.
· Technology:  Information technology is one of many tools managers use to cope with change.  Elements of technology include: computer hardware, computer software, data management technology, networking and telecommunications technology. Other technology elements include the Internet, intranets, extranets, the World Wide Web.  Typical technology problems include:
· Insufficient or aging hardware

· Outdated software

· Inadequate database capacity

· Insufficient telecommunications capacity

· Incompatibility of old systems with new technology

· Rapid technological change

Describe the relationship of critical thinking to problem solving.
Critical thinking can be briefly defined as the sustained suspension of judgment with an awareness of multiple perspectives and alternatives.  It involves at least four elements:  
· Maintaining doubt and suspending judgment.  By doubting all solutions at first and refusing to rush to a judgment, you create the necessary mental conditions to take a fresh, creative look at problems, and you keep open the chance to make a creative contribution.

· Being aware of different perspectives.  Recognize that business problems have many dimensions and that the same problem can be viewed from different perspectives.  You have to decide which major perspectives are useful for viewing a given problem.  

· Testing alternatives or modeling solutions to problems and letting experience be the guide.  Not all contingencies can be known in advance and much can be learned through experience.  Therefore, experiment, gather data, and reassess the problem periodically.

· Being aware of organizational and personal limitations.  
Describe the role of information systems in business problem solving.
Problem solving requires critical thinking in which one suspends judgment to consider multiple perspectives and alternatives.  There are a number of reasons why business firms invest in information systems and technologies.  Six business objectives of information systems include:  operational excellence; new products, services, and business models; customer/supplier intimacy; improved decision making; strategic advantage; and survival.  When firms cannot achieve these objectives, they become “challenges” or “problems” that receive attention.  Managers and employees who are aware of these challenges often turn to information systems as one of the solutions or the entire solution.
5. How will information systems affect business careers and what information system skills and knowledge are essential? 

Describe the role of information systems in careers in accounting, finance, marketing, management, and operations management and explain how careers in information systems have been affected by new technologies and outsourcing?

Each of the major business fields requires an understanding of information systems.  
Accounting  requires an understanding of future changes in hardware, software, and network security essential for protecting the integrity of accounting systems along with new technologies for reporting in online and wireless business environments.

Finance requires an understanding of future IT changes, financial database systems, and online trading systems for managing investments and cash.  

Marketing  personnel require an understanding of marketing database systems and systems for customer relationship management as well as Web-based systems for online sales.

Operations management  requires knowledge of changing hardware, software, and database technologies used in production and services management and an in-depth understanding of how enterprise-wide information systems for production management, supplier management, sales force management, and customer relationship management achieve efficient operations.

Careers in information systems  require an understanding of the central role databases play in managing information resources of the firm and how new hardware and software technologies can enhance business performance.  Also skills are needed for leading the design and implementation of new management systems, working with other business professionals to ensure systems meet business objectives, and working with software packages providing new system solutions.

List and describe the information system skills and knowledge that are essential for all business careers.
Common information systems skills and knowledge for all business careers include an understanding of how information systems help firms achieve major business objectives; an appreciation of the central role of databases; skills in information analysis and business intelligence; sensitivity to the ethical, social, and legal issues raised by systems; and the ability to work with technology specialists and other business professionals in designing and building systems.
Discussion Questions

1. What are the implications of globalization when you have to look for a job?  What can you do to prepare yourself for competing in a globalized business environment? How would knowledge of information systems help you compete?

Many jobs, not just in manufacturing, but in the services industry, are moving across borders and oceans thanks to advances in communications provided by the Internet and other networks. Many of these jobs have been in less-skilled information system occupations. However, the trend is spreading to even more advanced-skilled jobs in the financial, legal, medical, and accounting industries. Individuals must continually develop high-level skills through education and on-the-job experience that cannot be outsourced.  Individuals must also develop a broad range of problem-solving skills, as well as technical skills, that make them more valuable to companies.  Information systems and technologies will play a major and expanding role in day-to-day work and throughout employees’ careers. Career opportunities and compensation will in part depend on the ability to help business firms use information systems to achieve their objectives. 

2. If you were setting up the Web site for another Major League Baseball team, what people, organizational, and technology issues might you encounter?

Answers will vary, however a good starting point is to use Table 1.2 on page 22 to flush out some suggestions.  

Organization:  Typical problems include:

· Outdated/poor business processes (usually inherited from the past)

· Unsupportive culture and attitudes

· Political in-fighting

· Turbulent business environment/changes in the organization’s surrounding environment

· Complexity of restructuring task

· Inadequate resources

Technology: Typical problems include:

· Insufficient or aging hardware

· Outdated software

· Inadequate database capacity

· Insufficient telecommunications capacity

· Incompatibility of old systems with new technology

· Rapid technological change

People: Typical problems include:

· Lack of employee training

· Difficulties of evaluating performance

· Legal and regulatory compliance

· Work environment

· Lack of employee support and participation

· Poor or indecisive management

Video Case Questions
You will find a video case illustrating some of the concepts in this chapter on the Laudon Web site at www.pearsonhighered.com/laudon along with questions to help you analyze the case.
Teamwork: Creating a Web Site for Team Collaboration
Form a team with three or four classmates. Then use the tools at Google Sites to create a Web site for your team. You will need to a create Google account for the site and specify the collaborators (your team members) who are allowed to access the site and make contributions.

Specify your professor as the viewer of the site so that person can evaluate your work. Assign a name to the site. Select a theme for the site and make any changes you wish to colors and fonts. Add features for project announcements and a repository for team documents, source materials, illustrations, electronic presentations, and Web pages of interest. You can add other features if you wish. Use Google to create a calendar for your team. After you complete this exercise, you can use this Web site and calendar for your other team projects.

Use this checklist to ensure all elements of the Web site have been created:

· Create a Google account

· Specify collaborators

· Specify professor as site viewer

· Assign name to site

· Select theme

· Add features

· Add repository

· Create calendar

Use this checklist to evaluate the elements of the Web site:

· Are the page contents fairly well-organized?

· Are page formats fairly well-designed?

· Have all team members been given collaboration rights?

· Has the professor been given permissions for viewing the site content?
· Is the repository fairly well-organized or a hodge-podge of files?

· Has the calendar been created and is it fairly easy to use?

Business Problem-Solving Case: What’s the Buzz on Smart Grids?
1. How do smart grids differ from the current electricity infrastructure in the United States?

Current electricity grids do not provide any information about how consumers actually use energy. That makes it difficult to develop more efficient approaches to distribution. The current system offers few ways to handle power provided by alternative energy sources. Without useful information, energy companies and consumers have difficulty making good decisions about using energy wisely.
A smart grid delivers electricity from suppliers to consumers using digital technology to 
· save energy

· reduce costs

· increase reliability and transparency 
The smart grid enables information to flow back and forth between electric power providers and consumers and 

· allow both consumers and energy companies to make more intelligent decisions regarding energy consumption and production. 

· provide information that would help utilities raise prices when demand is high and lower them when demand lessens. 
· help consumers program high-use electrical appliances like heating and air conditioning systems to reduce consumption during times of peak usage. 
· could possibly lead to a 5 to 15 percent decrease in energy consumption.

2. What people, organizational, and technology issues should be considered when developing a smart grid?

Elements of this answer should include:
People: information feedback would allow consumer to see how much energy they are consuming at any moment and how much it’s costing them. That would allow them to make better decisions about using appliances like air conditioners and furnaces. They could potentially lower their energy bills. However, governments and energy companies need to help consumers overcome the intrusive feelings associated with the technology. Dashboard monitoring software must be easy for consumers to understand and use. 
Technology: networks and switches for power management, sensor and monitoring devices to track energy usage and distribution trends; systems to provide energy suppliers and consumers with usage data, communications systems to relay data along the entire energy supply system, and systems linked to programmable appliances to run them when energy is least costly, are all expensive and time-consuming to retrofit into all the homes across the nation. Basically, the entire energy infrastructure would require retrofitting.
On the other hand, consumers could use Web sites and mobile phones to monitor their energy usage and adjust appliances, heating, and lighting according to costs. Wireless phone companies and Web sites are chomping at the bit to help provide the necessary communication channels between energy companies, consumers, and the smart grid.

Organizations: There are many disincentives for energy companies associated with smart grids. Operating budgets and profits would be severely impacted if consumers greatly reduced their energy consumption. Implementation costs would be extremely high, even with federal government assistance. Consumer backlash is already evident in the few experimental cases to date. Without properly structuring the implementation, that backlash could grow against the energy companies. 
3. What challenge to the development of smart grids do you think is most likely to hamper their development?

Some challenges to the development of smart grids include:
· Changing the infrastructure of the entire electric grid across the nation

· Installing two-way meters that allow information to flow both to and from homes and businesses

· Creating dashboards that are user-friendly
· Extremely high cost of retrofitting the entire grid infrastructure, estimated to be as high as $75 billion
· Potential intrusiveness of new technology
· Potential economic impact on energy companies

4. What other areas of our infrastructure could benefit from ‘smart’ technologies? Describe one example not listed in the case.

One example that could benefit from “smart” technologies similar to the proposed electric grids is monitoring water usage in homes and businesses. Smart technologies could allow water utilities and consumers to

· Monitor water flows much like electric usage

· Turn off lawn sprinklers during the heat of the day or based on predetermined schedules

· Use monitors in lawns and around plants and shrubs to prevent over- or under-watering

· Monitor evaporation rates

· Monitor pools, fountains, and other water features for usage

5. Would you like your home and your community to be part of a smart grid? Why or why not? Explain.
Student answers will vary but should reference the following issues:

· How would the smart grid be used to reduce energy consumption?

· What kind of software would the student be willing to install and use?

· Would the student be willing to absorb some of the costs, all of the costs, or none of the costs associated with retrofitting homes, buildings, and appliances?

· How much information would the student be willing to share with the energy companies and potentially, local, state, and federal government agencies?

· If the student weren’t part of a smart grid, would they be willing to pay more for energy or would they balk at differing rates?
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