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Unit 2: Global E-Business and Collaboration 

In order to operate, businesses must deal with many different pieces of information about suppliers, 

customers, employees, invoices and payments, and of course, their products and services. They must 

organize work activities that use this information to operate efficiently and enhance the overall 

performance of the firm. Information systems make it possible for firms to manage all their information, 

make better decisions, and improve the execution of their business processes. 

Business Process: 

• Business processes refer to the manner in which work is organized, coordinated, and focused to 

produce a valuable product or service.  

• Business processes are the collection of activities required to produce a product or service. These 

activities are supported by flows of material, information, and knowledge among the participants 

in business processes. 

• Business processes also refer to the unique ways in which organizations coordinate work, 

information, and knowledge, and the ways in which management chooses to coordinate work.  

• Every business can be seen as a collection of business processes. Business processes are designed 

to add value for the customer and should not include unnecessary activities.  

• The outcome of a well-designed business process is increased effectiveness (value for the 

customer) and increased efficiency (less costs for the company).  

• There are three types of business processes: 

o Management Processes: The processes that govern the operation of a system. Typical 

management processes include corporate governance and strategic management 

o Operational Processes: The processes that constitute the core business and create the 

primary value stream. For example, taking orders from customers, and opening an 

account in a bank branch. 

o Supporting Processes: Theses processes support the core processes. Examples include 

Health & Safety, accounting, recruitment, call center, technical support. 

• The performance of a business firm depends on how well its business processes are designed and 

coordinated. 

• A company’s business processes can be a source of competitive strength if they enable the 

company to innovate or to execute better than its rivals.  

• Business processes can also be liabilities if they are based on outdated ways of working that 

impede organizational responsiveness and efficiency. 

• Many business processes are tied to a specific functional area, such as sales and marketing, while 

others cross many different functional areas and require coordination across departments. 

• Every business can be seen as a collection of business processes, some of which are part of larger 

encompassing processes.  

• For instance, designing a new sailboat model, manufacturing components, assembling the 

finished boat, and revising the design and construction are all part of the overall production 

process.  

• Many business processes are tied to a specific functional area.  

• For example, the sales and marketing function is responsible for identifying customers, and the 

human resources’ function is responsible for hiring employees. 
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• Table below describes some typical business processes for each of the functional areas of 

business. 

 

Business Process and Information Systems: 

Other business processes cross many different functional areas and require coordination across 

departments. For instance, consider the seemingly simple business process of fulfilling a customer order 

as follows: 

 

• Initially, the sales department receives a sales order.  
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• The order passes first to accounting to ensure the customer can pay for the order either by a 

credit verification or request for immediate payment prior to shipping.  

• Once the customer credit is established, the production department pulls the product from 

inventory or produces the product.  

• Then the product is shipped (and this may require working with a logistics firm, such as UPS or 

FedEx).  

• A bill or invoice is generated by the accounting department, and a notice is sent to the customer 

indicating that the product has shipped.  

• The sales department is notified of the shipment and prepares to support the customer by 

answering calls or fulfilling warranty claims. 

 

✓ What at first appears to be a simple process, fulfilling an order, turns out to be a very complicated 

series of business processes that require the close coordination of major functional groups in a 

firm.  

✓ Moreover, to efficiently perform all these steps in the order fulfillment process requires a great 

deal of information.  

✓ The required information must flow rapidly both within the firm from one decision maker to 

another; with business partners, such as delivery firms; and with the customer.  

✓ Computer-based information systems make this possible. 

 

Business Improvement with Information Technology: 

• Information systems automate many steps in business processes that were formerly performed 

manually, such as checking a client’s credit, or generating an invoice and shipping order.  

• But today, information technology can do much more.  

• New technology can actually change the flow of information, making it possible for many more 

people to access and share information, replacing sequential steps with tasks that can be 

performed simultaneously, and eliminating delays in decision making.  

• New information technology frequently changes the way a business works and supports entirely 

new business models. 

• Information technology enhances business processes in two main ways: 

o Increasing efficiency of existing processes: Automating steps or processes that were 

manual. 

o Enabling entirely new processes that are capable of transforming the businesses: This is 

done by changing flow of information, or by replacing sequential steps with parallel steps, 

or by eliminating delays in decision making. 

Types of Business Information Systems: 

• There are different kinds of systems according to different interests, specialists, and levels in an 

organization. Single system cannot provide all the information needed by an organization. 
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• A typical business organization has systems supporting processes for each of the major business 

functions—systems for sales and marketing, manufacturing and production, finance and 

accounting, and human resources. 

• Functional systems that operate independently of each other are becoming a thing of the past 

because they cannot easily share information to support cross-functional business processes.  

• Many have been replaced with large-scale cross-functional systems that integrate the activities of 

related business processes and organizational units.  

• A typical firm also has different systems supporting the decision-making needs of each of the main 

management groups. 

• Operational management, middle management, and senior management each use systems to 

support the decisions they must make to run the company. 

Systems for Different Management Groups: 

• The four main types of information systems that serve different management groups are:  

o Transaction processing systems,  

o Management information systems,  

o Decision support systems, and  

o Executive support systems. 

Transaction Processing Systems (TPS) 

• These are the computerized systems that perform and records the daily routine transactions 

necessary to conduct business. These systems serve the operational level of the organization.  

• Some examples include sales order entry, hotel reservation systems, payroll, employee record 

keeping, and shipping. 

• Transaction processing systems are central to a business. TPS failure for a few hours can cause a 

firm ‘s demise and perhaps other firms linked to it.  

• Managers need TPS to monitor the status of internal operations and the firm’s relations with the 

external environment.  

• TPS are also major producers of information for the other systems and business functions. 
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Fig: TPS for Payroll Processing 

• Online transaction processing systems (OLTPS) is an interactive data processing system that 

involves a direct connection between TPS programs and users.  

• As soon as a single transaction is entered into a computer system, the program interacts 

immediately with the user for that transaction.  

• It is often known as the live system where there is no time lag between data creation and its 

processing.  

• A good example of this system is online ticket reservation system.  

• Most of the OLTPS system requires the support of networks that is spread over number of 

organizations or branches for performing it ‘s operations. 

• Unlike the OLTPS, Batch processing systems accumulates the transaction over a time, makes a 

queue of the processes depending upon the priorities and processes them periodically at the later 

time. 

• Some of the TPS must follow batch processing due to business process of the organization.  

• For example, opening an account and getting ATM card is batch processing system. In this case all 

requests for ATM card collected during the day time but these requests are only processed after 

some hour or even if after some days. This is the reason that we need to wait some time for 

activating of our ATM cards. 
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 Management Information Systems (MIS) 

• These are the information systems at the management level of an organization and serve 

management-level functions like planning, controlling, and decision-making.  

• These systems provide routine summary of reports and, in some cases, with online access to the 

organization ‘s current performance and historical records to managers.  

• Typically, these systems use internal data provided by the transaction processing systems. 

Normally, these systems are used for structured decision-making. 

• MIS usually serve managers interested in weekly, monthly, bimonthly results—not day-to day 

activities.  

• MIS generally provides answers to the routine questions that have been specified in advance and 

have predefined procedures for answering them. 

• MIS provide middle managers with reports on the organization’s current performance. This 

information is used to monitor and control the business and predict future performance. 

• MIS summarize and report on the company’s basic operations using data supplied by transaction 

processing systems.  

• The basic transaction data from TPS are compressed and usually presented in reports that are 

produced on a regular schedule. 

• Figure below shows how a typical MIS transforms transaction-level data from order processing 

production, and accounting into MIS files that are used to provide managers with reports. 

 

 

Decision-Support Systems (DSS): 

• Decision-support systems (DSS) support more non-routine decision making.  
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• They focus on problems that are unique and rapidly changing, for which the procedure for arriving 

at a solution may not be fully predefined in advance.  

• They try to answer questions such as these:  

o What would be the impact on production schedules if we were to double sales in the 

month of December?  

o What would happen to our return on investment if a factory schedule were delayed for 

six months? 

• Although DSS use internal information from TPS and MIS, they often bring in information from 

external sources, such as current stock prices or product prices of competitors.  

• These systems use a variety of models to analyze the data and are designed so that users can work 

with them directly. 

• DSS have more analytical power than other systems. DSS helps managers to make decision that 

are unique, fast changing and not easily specified in advance. DSS that supports and facilities the 

decision-making process by a group is called group decision support system (GDSS).  

• Three quantitative models often used by DSS include: 

• Sensitivity analysis is the study of the impact that changes in one (or more) parts of the model 

have on other parts of the model. Users change the value of one variable repeatedly and observe 

the resulting changes in other variables. 

• What-if analysis checks the impact of a change in an assumption on the proposed solution. For 

example, ―What will happen to the supply chain if a blizzard in Alberta reduces holding inventory 

from 30 percent to 10 percent? Users repeat this analysis until they understand all the effects of 

various situations. 

• Goal-seeking analysis finds the inputs necessary to achieve a goal such as a desired level of 

output. Instead of observing how changes in a variable affect other variables as in what-if analysis, 

goal-seeking analysis sets a target value (a goal) for a variable and then repeatedly changes other 

variables until the target value is achieved. For example, ―How many customers are required to 

purchase a new product to increase gross profits to $5 million? 

 

 

http://www.genuinenotes.com/


Compiled By: Krishna Bhandari  www.genuinenotes.com  

Executive Support Systems (ESS) 

• These systems serve the strategic level of the organization. These systems are designed to address 

unstructured decision making through advanced graphics and communication.  

• These systems incorporate data about external events such as new tax laws or competitors, but 

they also draw summarized information from internal MIS and DSS. 

• These systems are not designed to solve a specific problem but they provide a generalized 

computing and telecommunication capacity that can be applied to a changing array of problems.  

• ESS helps senior executives to monitor firm performance, spot problems, identify opportunities, 

and forecast trends.  

• These systems can filter out extraneous details for high level overviews, or they can drill down to 

provide senior managers to detailed transaction data if required. 

• ESS helps senior managers to analyze, compare, and highlight trends so that they may easily 

monitor organizational performance or identify strategic problem and opportunities.  

• There is less use of analytical tools (as compared to DSS) in ESS.  

• It is not necessary for users to be an expert in computer-based information system to be able to 

use them. Therefore, executive system must be easy to use and the information must be easily 

manipulated. 

 

 

Systems for Linking the Enterprise: 

• No business can afford disjointed information systems that don't work together to produce a 

coherent picture of the entire organization.  

• All the functions of a business must be integrated across traditional lines of demarcation. Islands 

of information can be devastating to a company if data cannot be shared throughout the 

company.  

• Even worse, the islands of information can create problems if each faction of an enterprise has 

differing information that conflicts with other islands of information.  
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• These kinds of problems are what gave rise to enterprise applications that share the same data 

anywhere it's needed in an organization.  

• As networks of all kinds take hold, from the Internet to intranets to extranets, Web-based 

enterprise applications are increasingly widespread. 

• Enterprise applications are the systems that can coordinate activities, decisions, and knowledge 

across many different functions, levels, and business units in a firm. Enterprise applications 

include: enterprise systems, supply chain management systems, customer relationship 

management systems, and knowledge management systems. 

Enterprise systems: 

• These systems are also known as enterprise resource planning (ERP) systems and are used to 

bridge the communication gap between all departments and all users of information within a 

company.  

• If the production department enters information about its processes, the data are available to 

accounting, sales, and human resources.  

• If sales and marketing is planning a new advertising campaign, anyone anywhere within the 

organization will have access to that information.  

• Enterprise systems truly allow a company to use information as a vital resource and enhance the 

bottom line. 

• For example, when a customer places an order, the order data flow automatically to other parts 

of the company that are affected by them. The order transaction triggers the warehouse to pick 

the ordered products and schedule shipment. The warehouse informs the factory to replenish 

whatever has been depleted. The accounting department is notified to send the customer an 

invoice. Customer service representatives track the progress of the order through every step to 

inform customers about the status of their orders. Managers are able to use firm-wide 

information to make more precise and timely decisions about daily operations and longer-term 

planning. 

Supply Chain Management: 

• Firms use supply chain management (SCM) systems to help manage relationships with their 

suppliers.  

• These systems help suppliers, purchasing firms, distributors, and logistics companies share 

information about orders, production, inventory levels, and delivery of products and services so 

that they can source, produce, and deliver goods and services efficiently. 

• The ultimate objective is to get the right amount of their products from their source to their point 

of consumption in the least amount of time and at the lowest cost.  

• These systems increase firm profitability by lowering the costs of moving and making products 

and by enabling managers to make better decisions about how to organize and schedule sourcing, 

production, and distribution. 

• Supply chain management systems are one type of interorganizational system because they 

automate the flow of information across organizational boundaries. 

• These systems make it possible for firms to link electronically to customers and to outsource their 

work to other companies. 
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Customer Relationship Management Systems 

• Customer relationship management (CRM) is a term that refers to practices, strategies and 

technologies that companies use to manage and analyze customer interactions and data 

throughout the customer lifecycle, with the goal of improving business relationships with 

customers, assisting in customer retention and driving sales growth. 

• Firms use customer relationship management (CRM) systems to help manage their relationships 

with their customers.  

• CRM systems provide information to coordinate all of the business processes that deal with 

customers in sales, marketing, and service to optimize revenue, customer satisfaction, and 

customer retention.  

• This information helps firms identify, attract, and retain the most profitable customers; provide 

better service to existing customers; and increase sales. 

• A major benefit of using CRM systems is to develop better relations with existing customers, which 

can lead to increased sales.  

• By better anticipating the needs of the customers businesses can predict further purchases based 

on past historic trends. It also allows a cross-selling of other products by highlighting and 

suggesting alternatives and enhancements.  

• By implementing a CRM system, it can also lead to a better marketing of products by using a target 

market and a more personal approach.  

• Ultimately this could lead to enhanced customer satisfaction and retention. Ensuring a good 

reputation in the market allows for the company to continuously grow. 

Knowledge Management Systems 

• Knowledge management (KM) is the process of capturing, developing, sharing, and effectively 

using organizational knowledge. 

• Knowledge management efforts typically focus on organizational objectives such as improved 

performance, competitive advantage, innovation, the sharing of lessons learned, integration and 

continuous improvement of the organization. 

• Knowledge Management System (KM System) refers to a (generally IT based) system for 

managing knowledge in organizations for supporting creation, capture, storage and dissemination 

of information.  

• Knowledge management systems (KMS) collect all relevant knowledge and experience in the firm 

and make it available wherever and whenever it is needed to support business processes.  

• The idea of a KM system is to enable employees to have ready access to the organization's 

documented base of facts, sources of information, and solutions.  

• For example, an engineer could know the metallurgical composition of an alloy that reduces 

sound in gear systems. Sharing this information organization wide can lead to more effective 

engine design and it could also lead to ideas for new or improved equipment. 

 

 

 

http://www.genuinenotes.com/


Compiled By: Krishna Bhandari  www.genuinenotes.com  

Systems for Collaboration and Team Work Social Business: 

• Globalization now allows companies to work around the clock, around the world. It’s not unusual 

for major corporations to shift work from one time zone to another, one country to another.  

• Somehow, the people in all the geographically-separated locations have to be able to easily 

communicate and share information with each other.  

• Working in teams is now becoming the de facto practice in the business world. 

What Is Collaboration? 

• Let ‘s first determine exactly what the term collaboration means working with others to achieve 

shared and explicit goals.  

• All members that involve in collaborative work environment focus on a particular task or mission.  

• Collaboration and teamwork have grown in popularity over the last few years because new 

technology has made it much easier for people to communicate and share information, files, and 

documents.  

• Collaboration and teamwork are central to the success of many businesses.  

• Here are six reasons why businesses promote collaboration and teamwork: 

o Changing nature of work—traditionally work was organized into silos. Now, most new 

jobs require interaction among employees, suppliers, and customers. 

o Growth of professional work—most professional jobs require close coordination and 

sharing information and opinions with other professionals. 

o Changing organization of the firm—traditionally organizations used a managerial 

hierarchy. Now, many firms have been ―flattened and expertise and decision-making 

powers are pushed down to groups and teams. 

o Changing scope of the firm—globalization has created organizations that are disbursed to 

many geographically separated locations that require close coordination. 

o Emphasis on innovation—innovation comes more from teams and groups than from a 

single individual. Collaborative practices and technologies increase the likely success of 

innovation. 

o Changing culture of work and business—diverse teams tend to produce better outputs 

and do it faster than individuals. 

• Collaboration among employees, suppliers, and customers is becoming an important tool in 

increasing a company’s competitive advantage.  

• Social networking platforms like Facebook, Twitter, and Pinterest help improve a company’s social 

business to establish and improve interactions with groups inside and outside the organization.  

• Information sharing, innovation, and decision-making are enhanced through these technologies. 

Business Benefits of Collaboration 

• Nearly all writers agree that collaboration is now more required within and between firms than 

was true in the past (for reasons outlined above).  

• Some of the benefits of collaboration are discussed below: 

o Productivity: People working together can complete a complex task faster than the same 

number of people working in isolation from one another; there will be fewer errors. 
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o Quality: People who work collaboratively can communicate errors, and take corrective 

actions faster, when they work together than if they worked in isolation. 

o Innovation: People working collaboratively in groups can come up with more innovative 

ideas for products, services, and administration than the same number working in 

isolation from one another. 

o Customer Service: People working together in teams can solve customer complaints and 

issues faster and more effectively than if they were working in isolation from one another. 

o Financial performance (profitability, sales, and sales growth): As a result of all of the 

above, collaborative firms have superior financial performance. 

 

 

Fig: Requirement for Collaboration 
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Tools and Technologies for Collaboration and Social Business 

Many new systems for interacting with other employees, managers, vendors, and customers have been 

developed. We probably use some of them without realizing how essential they ‘ve become in creating 

an environment that supports a collaborative culture. 

 

• E-mail and instant messaging: Billions of messages flow everyday between employees, 

managers, suppliers, and customers. 

• Social networking: More than just a way to socialize among friends, these tools give corporations 

another way for users to share ideas and collaborate with each other. According to Forrester 

Research survey of 1,217 business decision makers worldwide late last year, 95% use social 

networks to some extent.  

• Wikis: Wikis are a type of Web site that makes it easy for users to contribute and edit text content 

and graphics without any knowledge of Web page development or programming techniques. The 

most well-known wiki is Wikipedia. It relies on volunteers, makes no money, and accepts no 

advertising. Wikis are ideal tools for storing and sharing company knowledge and insights. 

• Virtual worlds: Able to house online meetings, training sessions, and this type of tool is gaining 

popularity as a way to meet, interact, and exchange ideas. 

• Virtual Meeting Systems: With a virtual meeting system you can hold strategy sessions once or 

twice a week instead. You would feel like all of your teammates are physically located in the same 

place if you use telepresence technology. You can share ideas and documents in real-time. Best 

of all, you don’t have all the travel hassles and you can sleep in your own bed. 

• Microsoft SharePoint: SharePoint is a browser-based collaboration and document management 

platform, combined with a powerful search engine that is installed on corporate servers. 

SharePoint has a Web-based interface and close integration with everyday tools such as Microsoft 

Office desktop software products. SharePoint software makes it possible for employees to share 

their Office documents and collaborate on projects using Office documents as the foundation. 

• Lotus Notes: Another Internet-based collaboration environment a team could use is IBM’s Lotus 

Notes. It provides all the basic collaboration tools as Google Apps/Google Sites and SharePoint do 

but with a few added features. 

• Google Apps and Google sites: One of the most widely used free online services for collaboration 

is Google Apps/Google Sites. Google Sites allows users to quickly create online, group editable 

Web sites. Google Sites users can design and populate Web sites in minutes and, without any 

advanced technical skills, post a variety of files including calendars, text, spreadsheets, and videos 

for private, group, or public viewing and editing. Google Apps works with Google Sites and 
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includes the typical desktop productivity office software tools (word processing, spreadsheets, 

presentation, contact management, messaging, and mail). 

 

 

The Information Systems Function in Business: 

• We’ve seen that businesses need information systems to operate today and that they use many 

different kinds of systems.  

• But who is responsible for running these systems? Who is responsible for making sure the 

hardware, software, and other technologies used by these systems are running properly and are 

up to date?  

• End users manage their systems from a business standpoint, but managing the technology 

requires a special information systems function. 

• In all but the smallest of firms, the information systems department is the formal organizational 

unit responsible for information technology services.  

• The information systems department is responsible for maintaining the hardware, software, data 

storage, and networks that comprise the firm’s IT infrastructure.  

The Information Systems Department: 

• The information systems department consists of specialists, such as programmers, systems 

analysts, project leaders, and information systems managers. 

• Programmers are highly trained technical specialists who write the software instructions for 

computers.  

• Systems analysts constitute the principal liaisons between the information systems groups and 

the rest of the organization. It is the systems analyst’s job to translate business problems and 

requirements into information requirements and systems.  

• Information systems managers are leaders of teams of programmers and analysts, project 

managers, physical facility managers, telecommunications managers, or database specialists. 

They are also managers of computer operations and data entry staff.  

• Also, external specialists, such as hardware vendors and manufacturers, software firms, and 

consultants, frequently participate in the day-to-day operations and long-term planning of 

information systems. 
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• In many companies, the information systems department is headed by a chief information officer 

(CIO). The CIO is a senior manager who oversees the use of information technology in the firm. 

Today’s CIOs are expected to have a strong business background as well as information systems 

expertise and to play a leadership role in integrating technology into the firm’s business strategy.  

• Large firms today also have positions for a chief security officer, chief knowledge officer, and chief 

privacy officer, all of whom work closely with the CIO. 

• The chief security officer (CSO) is in charge of information systems security for the firm and is 

responsible for enforcing the firm’s information security policy. (Sometimes this position is called 

the chief information security officer [CISO] where information systems security is separated from 

physical security.)  

• The CSO is responsible for educating and training users and information systems specialists about 

security, keeping management aware of security threats and breakdowns, and maintaining the 

tools and policies chosen to implement security. 

• Information systems security and the need to safeguard personal data have become so important 

that corporations collecting vast quantities of personal data have established positions for a chief 

privacy officer (CPO).  

• The CPO is responsible for ensuring that the company complies with existing data privacy laws. 

• The chief knowledge officer (CKO) is responsible for the firm’s knowledge management program. 

The CKO helps design programs and systems to find new sources of knowledge or to make better 

use of existing knowledge in organizational and management processes. 

• End users are representatives of departments outside of the information systems group for whom 

applications are developed. These users are playing an increasingly large role in the design and 

development of information systems. 

 

Organizing the Information Systems Function: 

• There are many types of business firms, and there are many ways in which the IT function is 

organized within the firm.  

• A very small company will not have a formal information systems group. It might have one 

employee who is responsible for keeping its networks and applications running, or it might use 

consultants for these services.  

• Larger companies will have a separate information systems department, which may be organized 

along several different lines, depending on the nature and interests of the firm.  

• Our Learning Track describes alternative ways of organizing the information systems function 

within the business. 

• The question of how the information systems department should be organized is part of the larger 

issue of IT governance.  

• IT governance includes the strategy and policies for using information technology within an 

organization.  

• It specifies the decision rights and framework for accountability to ensure that the use of 

information technology supports the organization’s strategies and objectives.  

• How much should the information systems function be centralized? 
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• What decisions must be made to ensure effective management and use of information 

technology, including the return on IT investments?  

• Who should make these decisions?  

• How will these decisions be made and monitored?  

• Firms with superior IT governance will have clearly thought out the answers. 
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