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Chap. 9
Achieving
Operational Excellence
and
Customer Intimacyc
Enterprise Application:

Border States Industries Inc.
(BSE)

neth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dwndéttarisditi



Case Study: BS&nap. 9)

Border States Industries (BSE) Fuels Rapid Growth with EFR

1. What problems was Border States Industries encountering as |
expanded? What management, organization, and technology
factors were responsible for these problems?

2. How easy was it to develop a solution using SAP ERP softwar
Explain your answer.

3. List and describe the benefits from the SAP software.

4. How much did the new system solution transform the business
Explain your answer.

5. How successful was this solution for BSE? Identify and descrik
the metrics used to measure the success of the solution.

cd® LT &2dz KFIR 0SSy Ay OKI NBHS
would you have done differently?

Source: Kenneth Caudon& Jane PLaudon(2012), Management Information Systems: Managing the Digital Firm, Twelfth Edition, Pearson. 6



Overview of
Fundamental MIS Concepts

Business
l Challenges

Management
Oraanization Information Business
° System Solutions

Technology

Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dwéttarisditi



Enterprise Systems

A Also called
éenterprise resource planning (ERP® a 0 SY & ¢

A Suite of integrated software modules and
a common central database

A Collects data from many divisions of firm for use in
VSENI & [ff 2F FANNQA Ay

A Information entered in one process is immediately
available for other processes



Enterprise Software

A Built around thousands of predefined

business processdhat reflect best practices

I Finance/accounting: General ledger, accounts payable, etc.
I Human resources: Personnel administration, payroll, etc.

I Manufacturing/production: Purchasing, shipping, etc.

I Sales/marketing: Order processing, billing, sales planning, e

A To implement, firms:
I Select functions of system they wish to use

I Map business processes to software processes
Al aS az2Fasol NBEQa O2y TAIdzNI (7



HOW ENTERPRISE SYSTEMS W

* Revenue

Sales &
Marketing Centralize
Databz

Human
Resources

e Hours worked
e | abor cost
* Job skKills

* Orders

» Sales forecasts
* Return requests
* Price changes

Manufacturing &
Production

* Materials

e Production schedules
* Shipment dates

* Production capacity

* Purchases

Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dmétitarisditi 10



Business value of
enterprise systems
A Increase operational efficiency

A Provide firm wide information to support
decision making

A Enable rapid responses to customer requests
for iInformation or products

A Include analytical tools to evaluate overall
organizational performance



Supply Chain Management Systems:
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Capacity, inventory level, delivery schedule, payment terms

e

Orders, return requests, repair and service requests, payments

\ \

Downstream

Contract
Supplier

Contract
Supplier

Tier |
Suppliers  Suppliers  Suppliers

Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dwéttarisditi 12



Supply Chain Management Systems:
THE BULLWHIP EFFECT

¢ Bullwhip effect:
Information about product demand gets

distorted as it passes from one entity to next
>E\ across supply chain

E % Downstream

MMM M M om

Tier 3 Tier 2 Tier 1
Suppliers  Suppliers  Suppliers

Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dmétitarisditi 13



Supply Chain Management Systems:
THE BULLWHIP EFFECT

Push-Based Model

gt R b R

Supply to Production based Inventory based Stock based Purchase what
forecast on forecasts on forecasts on forecasts is on shelves

Pull-Based Model

o e

Supply to Produce to Automatically Automatically Customer
order order replenish replenish stock orders
warehouse

Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dwéttarisditi 14



THE FUTURE INTERINERIVEN
SUPPLY CHAIN
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Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dwéttarisditi
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CUSTOMER RELATIONSHIP

MANAGEMENT (CRM)

Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dwéttarisditi
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HOW CRM SYSTEMS SUPPOR
MARKETING

Responses by Channel for January 2011
Promotional Campaign

6.7%

Direct Mail
Telephone
Web

E-mail

OO0 LN K

Cell Phone Text
Message

30.8%

Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dwéttarisditi 17



CRM SOFTWARE CAPABILITIE
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Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dwéttarisditi
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CUSTOMER LOYALTY
MANAGEMENT PROCESS MAF

Yes Yes
(?ubstznmer Score Provide special
: : customer offers and service
information
No No

‘ Route to
best agent

Source: Kenneth C. Laudon & Jane P. Laudon (2012), Management Information Systems: Managing the Digital Firm, dwéttarisditi 19
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