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Case	
  Study:	
  Tata	
  Consul1ng	
  Services	
  	
  
Knowledge	
  Management	
  and	
  Collabora1on	
  	
  

at	
  Tata	
  Consul1ng	
  Services	
  (Chap.	
  11)	
 
1.	
  	
  Analyze	
  the	
  knowledge	
  management	
  efforts	
  at	
  Tata	
  ConsulFng	
  

Services	
  (TCS)	
  using	
  the	
  knowledge	
  management	
  value	
  chain	
  model.	
  
Which	
  tools	
  or	
  acFviFes	
  were	
  used	
  for	
  managing	
  tacit	
  knowledge	
  and	
  
which	
  ones	
  are	
  used	
  for	
  explicit	
  knowledge?	
  

2.	
  	
  Describe	
  the	
  growth	
  of	
  knowledge	
  management	
  systems	
  at	
  TCS?	
  How	
  
have	
  these	
  systems	
  helped	
  TCS	
  in	
  its	
  business?	
  

3.	
  	
  Describe	
  the	
  collaboraFon	
  tools	
  used	
  at	
  TCS?	
  What	
  benefits	
  did	
  TCS	
  
reap	
  from	
  these	
  tools?	
  

4.	
  	
  How	
  did	
  Web	
  2.0	
  tools	
  help	
  TCS	
  manage	
  knowledge	
  and	
  collaboraFon	
  
among	
  its	
  employees?	
  

5.	
  	
  How	
  do	
  you	
  think	
  KM	
  tools	
  have	
  changed	
  some	
  key	
  operaFonal	
  
processes	
  at	
  TCS,	
  such	
  as	
  bidding	
  for	
  new	
  projects,	
  project	
  
development	
  and	
  	
  implementaFon,	
  customer	
  service,	
  and	
  so	
  on?	
  

6	
Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Overview	
  of	
  	
  
Fundamental	
  MIS	
  Concepts	
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Source:	
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  C.	
  Laudon	
  &	
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  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  

Management	


Organiza1on	


Technology	


Informa1on	
  	
  
System	


Business	
  	
  
Challenges	


Business	
  	
  
Solu1ons	




Important	
  dimensions	
  of	
  
knowledge	
 

•  Knowledge	
  is	
  a	
  firm	
  asset	
  
•  Knowledge	
  has	
  different	
  forms	
  
•  Knowledge	
  has	
  a	
  locaFon	
  
•  Knowledge	
  is	
  situaFonal	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Knowledge	
  is	
  a	
  firm	
  asset	
  

•  Intangible	
  
•  CreaFon	
  of	
  knowledge	
  from	
  data,	
  
informaFon,	
  requires	
  organizaFonal	
  resources	
  

•  As	
  it	
  is	
  shared,	
  experiences	
  network	
  effects	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Knowledge	
  has	
  different	
  forms	
  

•  May	
  be	
  explicit	
  (documented)	
  or	
  tacit	
  
(residing	
  in	
  minds)	
  

•  Know-­‐how,	
  craZ,	
  skill	
  
•  How	
  to	
  follow	
  procedure	
  
•  Knowing	
  why	
  things	
  happen	
  (causality)	
  

10	
Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Knowledge	
  has	
  a	
  loca1on	
  

•  CogniFve	
  event	
  

•  Both	
  social	
  and	
  individual	
  

•  “SFcky”	
  (hard	
  to	
  move),	
  situated	
  (enmeshed	
  
in	
  firm’s	
  culture),	
  contextual	
  (works	
  only	
  in	
  
certain	
  situaFons)	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Knowledge	
  is	
  situa1onal	
  

•  CondiFonal:	
  	
  
– Knowing	
  when	
  to	
  apply	
  procedure	
  

•  Contextual:	
  	
  
– Knowing	
  circumstances	
  to	
  use	
  certain	
  tool	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Organiza1onal	
  learning	
  	
 
•  Process	
  in	
  which	
  organizaFons	
  learn	
  

– Gain	
  experience	
  through	
  collecFon	
  of	
  
data,	
  measurement,	
  trial	
  and	
  error,	
  
and	
  feedback	
  

– Adjust	
  behavior	
  to	
  reflect	
  experience	
  
• Create	
  new	
  business	
  processes	
  
• Change	
  paoerns	
  of	
  management	
  decision	
  
making	
  

13	
Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Knowledge	
  management	
 
•  Knowledge	
  management	
  

– Set	
  of	
  business	
  processes	
  developed	
  in	
  an	
  
organizaFon	
  to	
  create,	
  store,	
  transfer,	
  and	
  apply	
  
knowledge	
  	
  

•  Knowledge	
  management	
  value	
  chain:	
  	
  
–  Each	
  stage	
  adds	
  value	
  to	
  raw	
  data	
  and	
  informaFon	
  as	
  they	
  
are	
  transformed	
  into	
  usable	
  knowledge	
  

1. Knowledge	
  acquisiFon	
  
2. Knowledge	
  storage	
  
3. Knowledge	
  disseminaFon	
  
4. Knowledge	
  applicaFon	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



The	
  Knowledge	
  Management	
  
Value	
  Chain	
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  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Major	
  Types	
  of	
  	
  
Knowledge	
  Management	
  Systems	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



An	
  Enterprise	
  	
  
Content	
  Management	
  System	
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An enterprise content management system has 
capabilities for classifying, organizing, and 
managing structured and semistructured knowledge 
and making it available throughout the enterprise. 

Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



An	
  Enterprise	
  	
  
Knowledge	
  Network	
  System	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Requirements	
  of	
  	
  
Knowledge	
  Work	
  Systems	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Examples	
  of	
  	
  
knowledge	
  work	
  systems	
 

•  CAD	
  (computer-­‐aided	
  design):	
  	
  
–  CreaFon	
  of	
  engineering	
  or	
  architectural	
  designs	
  

•  Virtual	
  reality	
  systems:	
  	
  
–  Simulate	
  real-­‐life	
  environments	
  
–  3-­‐D	
  medical	
  modeling	
  for	
  surgeons	
  
–  Augmented	
  reality	
  (AR)	
  systems	
  
–  VRML	
  

•  Investment	
  worksta1ons:	
  	
  
–  Streamline	
  investment	
  process	
  and	
  consolidate	
  internal,	
  
external	
  data	
  for	
  brokers,	
  traders,	
  porqolio	
  managers	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Intelligent	
  Techniques	
 
•  Intelligent	
  techniques:	
  Used	
  to	
  capture	
  
individual	
  and	
  collecFve	
  knowledge	
  and	
  to	
  
extend	
  knowledge	
  base	
  
–  To	
  capture	
  tacit	
  knowledge:	
  Expert	
  systems,	
  case-­‐based	
  
reasoning,	
  fuzzy	
  logic	
  

–  Knowledge	
  discovery:	
  Neural	
  networks	
  and	
  data	
  mining	
  
–  GeneraFng	
  soluFons	
  to	
  complex	
  problems:	
  GeneFc	
  
algorithms	
  

–  AutomaFng	
  tasks:	
  Intelligent	
  agents	
  

•  ArFficial	
  intelligence	
  (AI)	
  technology:	
  	
  
–  Computer-­‐based	
  systems	
  that	
  emulate	
  human	
  behavior	
  

21	
Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Expert	
  systems	
 
•  Capture	
  tacit	
  knowledge	
  in	
  very	
  specific	
  and	
  limited	
  
domain	
  of	
  human	
  experFse	
  

•  Capture	
  knowledge	
  of	
  skilled	
  employees	
  as	
  set	
  of	
  rules	
  
in	
  soZware	
  system	
  that	
  can	
  be	
  used	
  by	
  others	
  in	
  
organizaFon	
  	
  

•  Typically	
  perform	
  limited	
  tasks	
  that	
  may	
  take	
  a	
  few	
  
minutes	
  or	
  hours,	
  e.g.:	
  
– Diagnosing	
  malfuncFoning	
  machine	
  
– Determining	
  whether	
  to	
  grant	
  credit	
  for	
  loan	
  

•  Used	
  for	
  discrete,	
  highly	
  structured	
  decision-­‐making	
  

22	
Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Rules	
  in	
  an	
  Expert	
  System	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Inference	
  Engines	
  in	
  	
  
Expert	
  Systems	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



How	
  Case-­‐Based	
  Reasoning	
  Works	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Fuzzy	
  Logic	
  for	
  	
  
Temperature	
  Control	
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Source:	
  Kenneth	
  C.	
  Laudon	
  &	
  Jane	
  P.	
  Laudon	
  (2012),	
  	
  Management	
  InformaFon	
  	
  Systems:	
  Managing	
  the	
  Digital	
  Firm,	
  TwelZh	
  EdiFon,	
  Pearson.	
  



Neural	
  networks	
 
•  Find	
  paoerns	
  and	
  relaFonships	
  in	
  massive	
  amounts	
  of	
  data	
  

too	
  complicated	
  for	
  humans	
  to	
  analyze	
  
•  “Learn”	
  paoerns	
  by	
  searching	
  for	
  relaFonships,	
  building	
  

models,	
  and	
  correcFng	
  over	
  and	
  over	
  again	
  
•  Humans	
  “train”	
  network	
  by	
  feeding	
  it	
  data	
  inputs	
  for	
  which	
  

outputs	
  are	
  known,	
  to	
  help	
  neural	
  network	
  learn	
  soluFon	
  by	
  
example	
  	
  

•  Used	
  in	
  medicine,	
  science,	
  and	
  business	
  for	
  problems	
  in	
  
paoern	
  classificaFon,	
  predicFon,	
  financial	
  analysis,	
  and	
  
control	
  and	
  opFmizaFon	
  

•  Machine	
  learning	
  
–  Related	
  AI	
  technology	
  allowing	
  computers	
  to	
  learn	
  by	
  extracFng	
  
informaFon	
  using	
  computaFon	
  and	
  staFsFcal	
  methods	
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How	
  a	
  Neural	
  Network	
  Works	
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The	
  Components	
  of	
  a	
  	
  
Gene1c	
  Algorithm	
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Hybrid	
  AI	
  systems	
 

•  GeneFc	
  algorithms,	
  fuzzy	
  logic,	
  neural	
  
networks,	
  and	
  expert	
  systems	
  integrated	
  
into	
  single	
  applicaFon	
  to	
  take	
  advantage	
  
of	
  best	
  features	
  of	
  each	
  

•  E.g.,	
  Matsushita	
  “neurofuzzy”	
  washing	
  
machine	
  that	
  combines	
  fuzzy	
  logic	
  with	
  
neural	
  networks	
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Intelligent	
  agents	
 
•  Work	
  in	
  background	
  to	
  carry	
  out	
  specific,	
  repeFFve,	
  
and	
  predictable	
  tasks	
  for	
  user,	
  process,	
  or	
  applicaFon	
  

•  Use	
  limited	
  built-­‐in	
  or	
  learned	
  knowledge	
  base	
  to	
  
accomplish	
  tasks	
  or	
  make	
  decisions	
  on	
  user’s	
  behalf	
  
– DeleFng	
  junk	
  e-­‐mail	
  
– Finding	
  cheapest	
  airfare	
  

•  Agent-­‐based	
  modeling	
  applicaFons:	
  	
  
– Systems	
  of	
  autonomous	
  agents	
  
– Model	
  behavior	
  of	
  consumers,	
  stock	
  markets,	
  and	
  
supply	
  chains;	
  used	
  to	
  predict	
  spread	
  of	
  epidemics	
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INTELLIGENT	
  AGENTS	
  IN	
  	
  
P&G’S	
  SUPPLY	
  CHAIN	
  NETWORK	
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Case	
  Study:	
  CompStat	
  	
  
	
  Does	
  CompStat	
  Reduce	
  Crime?	
  (Chap.	
  12)	
 

1.	
  What	
  management,	
  organizaFon,	
  and	
  technology	
  
factors	
  make	
  CompStat	
  effecFve?	
  

2.	
  Can	
  police	
  departments	
  effecFvely	
  combat	
  crime	
  
without	
  the	
  CompStat	
  system?	
  	
  
Is	
  community	
  policing	
  incompaFble	
  with	
  CompStat?	
  
Explain	
  your	
  answer.	
  

3.	
  Why	
  would	
  officers	
  misreport	
  certain	
  data	
  to	
  
CompStat?	
  	
  
What	
  should	
  be	
  done	
  about	
  the	
  misreporFng	
  of	
  data?	
  
How	
  can	
  it	
  be	
  detected?	
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資訊管理個案	
 	
  
(Case	
  Study	
  for	
  Informa1on	
  Management)	
  	
 

1.	
  請同學於資訊管理個案討論前	
  
應詳細研讀個案，並思考個案研究問題。	
 

2.	
  請同學於上課前複習相關資訊管理相關	
  
理論，以作為個案分析及擬定管理對策
的依據。	
 

3.	
  請同學於上課前	
  
先繳交個案研究問題書面報告。	
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