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Solutions — Chapter 2

Critical Thinking Exercise
Reducing New Product Stockout at Coles
Review Questions

1. One benefit of virtual teams is that they enable organizations to enlist the best
people in different geographical regions to solve important organizational
problems. Another benefit is that they provide the ability to staff a team with
people who have a range of experience and knowledge that stems from a variety
of professional experiences and cultural backgrounds.

2. Virtual organization members must be sensitive to the different cultures and
practices of the various team members to avoid misunderstandings that can
destroy team chemistry.

Critical Thinking Questions

1. Student responses will vary. Student should provide a paragraph briefly outlining
background and experience.

2. Student responses may vary. Communications are greatly improved when
participants can see one another and pick up facial expressions and body
language. | would recommend initial face-to-face meetings while the team is
forming and defining goals, roles, and expectations on how its members will work
together. It helps if virtual team members take the time to get to know one another
by sharing experiences and personal background information.

Critical Thinking Exercise
Review Questions

1. Organizations often outsource a process so they can focus more closely on their
core business—and target their limited resources to meet strategic goals.

2. A growing number of organizations are finding that outsourcing does not
necessarily lead to reduced costs. One of the primary reasons for cost increases is
poorly written contracts that allow the service provider to tack on unexpected
charges. Other potential drawbacks of outsourcing include loss of control and
flexibility, the potential for data breaches of information stored on the service
provider’s computer hardware, overlooked opportunities to strengthen core
competencies of the firm’s own employees, and low employee morale.
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Critical Thinking Questions

1. Organizations often find that it takes years of ongoing effort and a large up-front
investment to develop a good working relationship with an outsourcing firm.
Finding a reputable outsourcing partner can be especially difficult for a small or
midsized firm that lacks experience in identifying and vetting contractors.

2. Student responses may vary, but you might want to address the inevitability of
eliminating the accounting department. What are the company’s plans for
downsizing?

Critical Thinking Exercise
Change Management for ERP System Project
Review Questions
1. Managers must take the time to explain the many tangible and intangible benefits
for the organization as well as for the individual. Since this change will have a
major impact on 50 members, the positive impact of the change should be
stressed. Each person should be thoroughly informed of all job changes and

requirements and provided any necessary training.

2. Human resources might want to identify a small subset of the 50 members who
can will be good candidates for early adopters of the new system.

Critical Thinking Questions
1. Student responses may vary. You should meet with the project manager to discuss
expectations, document criteria, and share project status. In order to build rapport
and trust, it might be a good idea to meet informally for coffee or lunch.
2. Student responses may vary. People are the key to the successful implementation
of any change so communication with the business users is very important.
Managers must take the time to listen to the fears and concerns of the users and

use that opportunity to stress the benefits and positive impact the changes will
have on the company and the individual.

Critical Thinking Exercise
Product Supply Turns to Shadow IT

Review Questions
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1. Shadow IT enables the business to test quick solutions to business needs without
delays brought on by involvement of information systems. It can create an
innovative, synergistic partnership between the information systems department
and other business units as well as provide the opportunity to evaluate and test
many more information system initiatives. Conversely, the systems and processes
developed may lack necessary levels of security required to meet compliance
standards, it might create tension with the C10O, it might be more expensive than
going through central purchasing, it may duplicate work, and issues can arise over
responsibility to fix “nonapproved” solutions.

2. Student responses may vary. Your manager may want to skirt formal procedures
associated with the purchase of large capital expense items—including scrutiny
by the information system department—in order to get the inventory system up
and running quickly.

Critical Thinking Questions

1. Student responses may vary. Issues often arise when a shadow IT solution
“breaks” and questions are raised about who is responsible for fixing it and
supporting the end users. There are also security risks associated with using a
cloud service provider.

2. Student responses may vary. You may want to ask if the information systems
department is aware of the plan to contract with a cloud service provider. Who
will offer support to the system? Who will have access to the system?

Review Questions

1. A value chain is a series (chain) of events that includes inbound logistics,
warehouse and storage, production, finished product storage, outbound logistics,
marketing and sales, and customer service. A supply chain is a network of
suppliers, distributors, and retailers that participate in the production of a product.

2. Supply chain management (SCM) helps determine what supplies are required for
the value chain, what quantities are needed to meet customer demand, how the
supplies should be processed (manufactured) into finished goods and services,
and how the shipment of supplies and products to customers should be scheduled,
monitored, and controlled.

3. The members of a virtual team are distributed geographically, but collaborate and
complete work through the use of information systems. Members may seldom
meet face to face. Virtual team members must be prepared to do work anywhere,
anytime. As a result, members of a virtual team may feel that their work day
never ends.
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10.

Sustaining innovation results in enhancements to existing products, services, and
ways of operating. Such innovations are important because they enable an
organization to continually increase profits, lower costs, and gain market share. A
disruptive innovation is one that initially provides a lower level of performance
than the marketplace has grown to accept. Over time, however, the disruptive
innovation is improved to provide new performance characteristics, becoming
more attractive to users in a new market.

Business process reengineering is the radical redesign of business processes,
organizational structures, information systems, and values of the organization to
achieve a breakthrough in business results.

Continuous improvement is a form of innovation that constantly seeks ways to
improve business processes and add value to products and services.

Outsourcing is a long-term business arrangement in which a company contracts
for services with an outside organization that has expertise in providing a specific
function. Offshoring is an outsourcing arrangement where the organization
providing the service is located in a country different from the firm obtaining the
Services.

The soft side of implementing change involves work designed to help employees
embrace a new information system and way of working.

Organizational culture consists of the major understandings and assumptions for
an organization. Organizational learning is the adaptations and adjustments made
within an organization based on experience and ideas over time.

Leavitt’s diamond proposes that every organizational system is made up of four
main components—people, tasks, structure, and technology—that all interact; any
change in one of these elements will necessitate a change in the other three
elements. Thus, to successfully implement a new information system, appropriate
changes must be made to the people, structure, and tasks affected by the new
system.
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11. Student responses will vary. Three sites might include:

e CareerBuilder: This site is one of the biggest job boards, and its robust
search function allows you to filter by several criteria, including location,
degree required and pay range. CareerBuilder partners with news media
around the country and collects job listings from them. It also provides
career advice and resources for candidates.

e ThelLadders: This site focuses on job openings for upper-level executives
and professionals who are aiming for the management suite.

e Glassdoor: This site promotes itself as giving job seekers insights into a
company's work conditions, interview processes, salaries and benefits. In
addition to providing job listings, Glassdoor allows employers to identify
job candidates and market their companies to job seekers.

Source: https://www.roberthalf.com/job-seekers/career-center/job-hunting-tips/10-best-job-search-websites

12. The role of CIO is to employ an IS department’s equipment and personnel to help
the organization attain its goals. CIOs also understand the importance of finance,
accounting, and return on investment. They can help companies avoid damaging
ethical challenges by monitoring how their firms are complying with a large
number of laws and regulations.

13. Shadow It is the term used to describe the information systems and solutions built
and deployed by departments other than the information systems department. In
many cases, the information systems department may not even be aware of these
efforts.
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Discussion Questions

1.

Student responses may vary. As an example of a simple value chain, the gift
wrapping department of an upscale retail store takes packages from customers,
covers them with appropriate, decorative wrapping paper, and gives the package
back to the customer, thus increasing the customer’s (and the recipient’s)
perceived value of the gift.

Student answers will vary. Students should detail a virtual team they are a
member of.

Student answers may vary, but some examples might include the failure to
promote creativity among the employees and failure to receive employee input
prior to decisions. To encourage innovation, some IS departments are creating
separate groups that explore new, innovative ideas. Innovative companies include
Apple, Facebook, Google, Amazon, Twitter, Kickstarter, and PayPal.

The main similarity between outsourcing and downsizing is the goal of cutting
costs. Outsourcing is a long-term business arrangement in which a company
contracts for services with an outside organization that has expertise in providing
a specific function. This might lead to downsizing, or reducing the number of
employees, as a number of job functions may have been eliminated. However,
outsourcing does not always lead to downsizing. Outsourcing may occur to enable
employees who were stretched too thin to focus on their core business.

Student answers will vary.

Student responses will vary. Perceived usefulness and ease of use can influence
an individual’s attitude toward the system, which also affects the worker’s
behavioral intention to use the system.

Technology diffusion is a measure of how widely technology is spread throughout
an organization. An organization in which computers and information systems are
located in most departments and areas has a high level of technology diffusion.
Therefore, you would need to measure the use of the new system across the
organization.

Students who use the Internet and other nontraditional sources to find IS jobs
have more opportunities to land a job. Most large companies list job opportunities
on their Web sites. These sites allow prospective job hunters to browse job
opportunities, locations, salaries, benefits, and other factors. In addition, some
sites allow job hunters to post their résumés.

Note that students are often warned to be careful of what they post on social
media sites, including Facebook. Employers often search the Internet to get
information about potential employees before they make hiring decisions.



Principles of Information Systems, 13" Edition

9. The CIO should be a customer relationship manager, a strategic communicator,

and a project manager, delicately balancing project portfolios, available resources,
and governance. He/she should also be a leader, not a dictator; a technologist, not

a technician; a business person, not an accountant; and finally, a diplomat, not a
politician.

10. Student responses will vary.

Problem-Solving Exercises

1. Student should create a spreadsheet similar to Figure 2.12 using five occupations

of his choice.

Student should develop a force field analysis of the restraining forces and driving

forces that would impact his decisions to change majors or jobs.

GE’s Change Acceleration Management process illustrates the key processes
involved in facilitating effective change. The student should research this and
summarize the key steps with a slide presentation.

Team Activities

1.

Students should interview a manager of a successful organization about
organizational culture.

Students should develop interview questions and an assessment process to
evaluate user satisfaction or a new system.

Students should develop focus group questions to assess feelings about a new
information system.

Web Exercises

1.

2.

Student should search for H-1B visas data by job category.

Students should search for information on the top-ranked places to work.
According to Fortune, the three top-ranked companies for 2016 are Google,
ACUITY, and Boston Consulting Group.

Students should research how recruiters use social network data to screen
applicants. Recruiters can use social media data in a number of ways. Some
examples might include:

e Interested in seeing which candidates are the most (or least) connected
e Use a candidate’s social media pages to test the candidate’s
professionalism.
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e Look for specific traits of interest to the company.

Career Exercises
1. Students could conduct research about an entrepreneur that they admire.
2. Student response will vary.

3. Student response will be based on ideal job.

Case Studies

Case One: Railroads struggle to Implement Positive Train Control
Critical Thinking Questions

1. Student answers may vary. This is an example of a simple analysis.

Fear of iob loss Could save lives

Worried about being
monitared on the inh
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2. Responses will vary. Arguments for PTC might include:
e Rail worker safety
e Passenger safety
e Enforcement of line speeds/monitor trains

Arguments against PTC might include:
e High cost
e High time commitment
e Frequency conflicts
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3. Students should research the current status of PTC. They should note that

congress extended the original PTC implementation deadline from December 31,
2015 to at least December 31, 2018. In addition, in August 2016, the U.S.
Department of Transportation’s (DOT) Federal Railroad Administration (FRA)
awarded $25 million in grants for 11 projects in six states and the District of
Columbia to assist in implementing PTC.

Source: https://www.transportation.gov/briefing-room/fra-awards-25-million-grants-positive-train-control-
implementation

Case Two: Nordstrom’s Innovation Efforts Recognize the Importance of the Soft Side of
Implementing Change

Critical Thinking Questions

1.

3.

The soft side of implementing change involves work designed to help employees
embrace a new information system and way of working. Moving the technology
innovators out if the lab allows them to work more closely with the end users.
This keeps the end users involved and more connected to the innovation process
and more willing and likely to accept change.

Student responses may vary. The resistance Nordstrom faced was probably
typical resistance an organization faces when implementing change. This
resistance might include fear of job loss, uncomfortable with changes to job,
distrust of technology, or distrust of innovators and/or end users. As in all cases,
managers need to take the time to explain the tangible and intangible benefits to
both the individual and the organization.

With Nordstrom’s focus on the soft side of implementing change, employees are
more likely to embrace change and innovation.
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Chapter 2

Information Systems in Organizations

At a Glance

Instructor’s Manual Table of Contents

e Overview

e Principles and Objectives
e Teaching Tips

e Quick Quizzes

e Class Discussion Topics
e Additional Projects

e Additional Resources

o Key Terms



Principles of Information Systems, 13" Edition

Overview

Information systems have changed the way organizations work in recent years. While
information systems were once used primarily to automate manual processes, they have
transformed the nature of work and the shape of organizations themselves. Use this chapter
to explore the benefits and issues associated with the use of information systems in today’s

organizations around the globe.

Principles and Obijectives

Principles

Learning Objectives

Organizations are open systems that affect
and are affected by their surrounding
environment.

e Sketch a general model of an
organization showing how
information systems support and
work within the automated portions
of an organizational process.

e Define the term value chain and
identify several examples within a
typical manufacturing or service
organization.

Positive change is a key ingredient for any
successful organization.

e Define the term innovation and
identify two types.

e Define reengineering and
continuous improvement and
explain how they are different.

e Discuss the pros and cons
outsourcing, offshoring, and
downsizing.

Information systems must be implemented
in such a manner that they are accepted and
work well within the context of an
organization and support its fundamental
business goals and strategies.

e Define the term “the soft side of
implementing change,” and explain
why it is a critical factor in the
successful adoption of any major
change.

e Identify and briefly describe four
change models that can be used to
increase the likelihood of
successfully introducing a new
information system into an
organization.
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The information system worker functions e Define the types of roles, functions,
at the intersection of business and and careers available in the field of
technology and designs, builds, and information systems.

implements solutions that allow
organizations to effectively leverage
information technology systems.

Teaching Tips

Organizations and Information Systems

1.

Explain that an organization is a group of people that is structured and managed to meet
its mission or set of group goals. Structured means that there are defined relationships
between members of the organization and their various activities, and that processes are
defined that assign roles, responsibilities, and authority to complete the various
activities. Use Figure 2.1 to aid the discussion.

Pose the following question to students: How does the organizational system increase
the value of resources?

Introduce the term value chain. The value chain is a series (chain) of activities that an
organization performs to transform inputs into outputs in such a way that the value of the
input is increased. Use Figure 2.2 to aid the discussion.

Introduce and discuss the term supply chain management. Supply chain management
(SCM) encompasses all the activities required to get the right product into the right
consumer’s hands in the right quantity at the right time and at the right cost—from the
identification of suppliers and the acquisition of raw materials through manufacture and
customer delivery. Use Figure 2.4 to aid the discussion.

Teaching When introducing the material in this section, be sure to use a number of case

Tip

studies and examples to show how different companies are using various types of
information systems to achieve their goals.

Virtual Teams and Collaborative Work

1.

Define a virtual team as a group of individuals whose members are distributed
geographically, but who collaborate and complete work through the use of information
systems.

Point out that virtual team members must be prepared to do work anywhere, anytime.

Stress that communications are greatly improved when participants can see one another
and pick up facial expressions and body language. Thus, even with sophisticated
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information system tools, virtual teams still benefit from occasional face-to-face
meetings.

Change in the Organization

1. Stress that an organization’s current products, services, and ways of accomplishing work
are doomed to obsolescence. Fail to change and your competition will take away your
customers and your profits.

Innovation

1. Define innovation is the application of new ideas to the products, processes, and
activities of a firm, leading to increased value. Innovation is the catalyst for the growth
and success of any organization.

2. Mention that sustaining innovation results in enhancements to existing products,
services, and ways of operating. Such innovations are important because they enable an
organization to continually increase profits, lower costs, and gain market share.

3. Mention that a disruptive innovation is one that initially provides a lower level of
performance than the marketplace has grown to accept.

Reengineering and Continuous Improvement

1. Introduce the terms reengineering, also called process redesign and business process
reengineering (BPR), which involves the radical redesign of business processes,
organizational structures, information systems, and values of the organization to achieve
a breakthrough in business results.

2. Note the idea of continuous improvement (often referred to by the Japanese word
“Kaizen”) is a form of innovation that constantly seeks ways to improve business
processes and add value to products and services.

Teaching When introducing the material in this section discuss table 2.1 and use it to
Tip compare business process reengineering with continuous improvement.

Outsourcing, Offshoring, and Downsizing

1. Define outsourcing is a long-term business arrangement in which a company contracts
for services with an outside organization that has expertise in providing a specific
function.
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2. Point out that offshore outsourcing (also called offshoring) is an outsourcing

arrangement in which the organization providing the service is located in a country
different from the firm obtaining the services.

Highlight that companies considering outsourcing need to take into account many
factors. A growing number of organizations are finding that outsourcing does not
necessarily lead to reduced costs.

Make it clear that outsourcing part or all of a business process introduces significant
risks that the service provider will introduce quality problems into the supply chain.

Explain downsizing, a term frequently associated with outsourcing, involves reducing
the number of employees to cut costs.

Teaching For an interesting article about offshoring, visit:

Tip http://www.economist.com/blogs/freeexchange/2014/03/offshoring

Teaching Outsourcing is a controversial issue because many companies outsource existing

Tip jobs to other countries where labor costs are much lower. Ask students to discuss
whether outsourcing is beneficial or harmful to a country. What are the benefits
of outsourcing? Who gets to enjoy these benefits—the company, the workers,
and/or the consumers? What are the disadvantages of outsourcing?

Quick Quiz 1

1. A(n) is a group of people that is structured and managed to meet its mission or set

of group goals.
Answer: organization

2. Which of the following is a series of activities that an organization performs to transform
inputs into outputs in such a way that the value of the input is increased?

value chain
supply chain
SCM

process chain

a.
b.
C.
d.
Answer: a. value chain

encompasses all the activities required to get the right product into the right
consumer’s hands in the right quantity at the right time and at the right cost, from
acquisition of raw materials through customer delivery.
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4.

Answer: Supply chain management

Which of the following best describes the application of new ideas to the products,
processes, and activities of a firm, leading to increased value?

a. growth

b. innovation

C. reengineering

d. process redesign
Answer: b. innovation

Organizational Culture and Change

1.

Define culture as a set of major understandings and assumptions shared by a group,
such as within an ethnic group or a country.

Highlight that organizational culture consists of the major understandings and
assumptions for an organization. The understandings, which can include common
beliefs, values, and approaches to decision making, are often not stated or documented
as goals or formal policies.

Discuss how organizational change deals with how organizations successfully plan for,
implement, and handle change.

Mention that the soft side of implementing change involves work designed to help
employees embrace a new information system and way of working.

Point out that a change management model describes the phases an individual or
organization goes through in making a change and provides principles for successful
implementation of change.

Lewin’s Change Model

1.

Introduce and discuss the three-stage approach for change called Lewin’s change
model. Use Figure 2.6 to aid the discussion.

Lewin’s Force Field Analysis

1.

State that a frequently encountered stumbling block to the successful implementation of
change, including the implementation of a new system, is negative user reaction.

Point out that Lewin extended his change model theory to include force field analysis,
which identifies both the driving (positive) and restraining (negative) forces that
influence whether change can occur.

Introduce and discuss the terms driving forces and retraining forces. Use Figure 2.7 to
aid the discussion.
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Teaching When introducing the material related to Lewin’s force field analysis have your

Tip

students openly discuss how restraining forces influence whether change can
occur.

Leavitt’s Diamond

1.

Introduce and discuss Leavitt’s diamond. Leavitt’s diamond proposes that every
organizational system is made up of four main components—people, tasks, structure,
and technology—that all interact; any change in one of these elements will necessitate a
change in the other three elements. Use Figure 2.9 to aid the discussion.

Highlight that organizational learning is closely related to organizational change. All
organizations adapt to new conditions or alter their practices over time. Collectively,
these adaptations and adjustments based on experience and ideas are called
organizational learning.

User Satisfaction and Technology Acceptance

1.

Introduce and discuss the technology acceptance model (TAM), which specifies the
factors that can lead to better attitudes about the use of a new information system, along
with its higher acceptance and usage. Use Figure 2.10 to aid the discussion.

Diffusion of Innovation Theory

1. Explain that the diffusion of innovation theory was developed by E.M. Rogers to
explain how a new idea or product gains acceptance and diffuses (or spreads) through a
specific population or subset of an organization.

2. Highlight that a key point of this theory is that adoption of any innovation does not
happen all at once for all members of the targeted population; rather, it is a drawn-out
process, with some people quicker to adopt the innovation than others. Use Figure 2.11
to aid your explanation.

Quick Quiz 2

1. is a set of major understandings and assumptions shared by a group, such as within

an ethnic group or a country.
Answer: culture
2. Which of the following identifies both the driving (positive) and restraining (negative)

forces that influence whether change can occur?
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a. Lewin’s change model

b. force field analysis

c. driving forces

d. restraining forces

Answer: b. force field analysis

3. The is the description of the phases an individual or organization goes through in
making a change and principles for successful implementation of change.
Answer: change management model

4. Which of the following best describes an organizational change model that proposes that
every organizational system is made up of four main components—people, tasks,
structure, and technology—that all interact; any change in one of these elements will
necessitate a change in the other three elements?

a. Leavitt’s force field
b. Standard’s diamond

c. Leavitt’s diamond

d. Driving forces

Answer: c. Leavitt’s diamond

Careers in Information Systems

1. Students may find it interesting to learn that technology is one of the fastest-growing
areas in the U.S. economy, and information systems professionals are in high demand.
The U.S. Bureau of Labor Statistics (BLS) forecasts an increase of 1.2 million new
computing jobs in the time period 2012 to 2022. Use Table 2.3 to aid the discussion.

2. Stress that a career in information systems can be challenging, exciting, and rewarding,
there are also some drawbacks to such a career. As reliance on technology increases,
organizations have increasing expectations of their information system workers

3. Briefly, mention that some of the best places to work as an IS professional are listed in
Table 2.5.

Roles, Functions, and Careers in IS
1. Explain that professionals with careers in information systems can work in an IS
department or outside a traditional IS department as Web developers, computer
programmers, systems analysts, computer operators, and many other positions.

2. Note that the typical IS organization is divided into three main functions: operations,
development, and support. Use Figure 2.14 to aid the discussion.

Typical IS Titles and Functions

1. Point out that the organizational chart shown in Figure 2.14 is a simplified model of an
IS department in a typical medium-sized or large organization.
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2. The following topics should also be discussed:

= Chief Information Officer: The role of the CIO is to employ an IS department’s
equipment and personnel to help the organization attain its goals. CIOs also
understand the importance of finance, accounting, and return on investment.

= Senior IS Managers: Job titles associated with IS management include vice
president of information systems, manager of information systems, and chief
technology officer (CTO).

= Operations Roles: Professionals in the operations group include data center
managers, system operators, information systems security analysts, and LAN
administrators.

= Development Roles: Professionals in the development group include software
developers, systems analysts, programmers, and Web developers.

= Support: Professionals in the support group include database administrators and
help desk support specialists.

IS-Related Roles outside the IS Organization

1. Explain that in addition to IS workers placed within the IS organization; some
companies have people who take on IS-related roles but reside outside the IS
organization. For example, data scientists, can be found in the marketing, sales, and
supply chain management departments of large organizations. Data scientists are
responsible for understanding the business analytics technology as well as the business,
and then putting all of that together to deliver improvements in decision making.

2. Point out that shadow IT is a term used to describe the information systems and
solutions built and deployed by departments other than the information systems
department. In many cases, the information systems department may not even be aware
of these efforts.

3. Discuss that shadow IT enables business managers to quickly create highly innovative
solutions to real business problems and to test out these solutions. Such systems may
serve as prototypes that evolve into future approved IT solutions. However, shadow IT
solutions frequently employ nonapproved vendors, software, or hardware and may not
meet the IS department standards for control, documentation, security, support, and
reliability. Use Table 2.6 to aid the discussion.

Certification

1. Itis important for students to understand that the people-filling IS roles have usually
completed some form of certification. Certification is a process for testing skills and
knowledge; successful completion of a certification exam results in an endorsement by
the certifying authority that an individual can perform specific tasks or jobs.
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2. Point out that according to a recent survey, 65 percent of employers use IT certifications
to differentiate between equally qualified candidates, while 72 percent of employers
require some form of IT certification as a requirement for certain job roles.

Other IS Careers

1. Explain that in addition to working for an IS department in an organization, IS personnel
can work for large consulting firms, such as Accenture, IBM, and Hewlett- Packard.
Some consulting jobs entail frequent travel because consultants are assigned to work on
various projects, wherever the client is.

2. Point out that other IS career opportunities include being employed by technology
companies, such as Oracle, IBM, HP, Microsoft, Google, and Dell. Such a career
enables an individual to work on the cutting edge of technology, which can be
challenging and exciting.

Working in Teams

1. Briefly, mention that most IS careers involve working in project teams that can consist
of many of the positions and roles discussed earlier. Thus, it is always good for IS
professionals to have good communication skills and the ability to work with other
people.

Finding a Job in IS

1. Briefly mention and discuss that traditional approaches to finding a job in the
information systems area include attending on-campus visits from recruiters and getting
referrals from professors, friends, and family members.

2. Highlight that many professional organizations and online user groups can be helpful in
finding a job, staying current once employed, and seeking new career opportunities.
Many companies use Twitter to advertise job openings in industries such as advertising
and public relations, consulting, consumer products, and education, among others.

Quick Quiz 3

1. Which professional in the operations group sets up and manages the network hardware,
software, and security processes?

a. LAN administrator

b. System operator

c. Data center manager

d. IS security analysts
Answer: a. LAN administrator



Principles of Information Systems, 13" Edition

2. Therole of the is to employ an IS department’s equipment and personnel to help
the organization attain its goals.
Answer: chief information officer (C10)

3. runand maintain IS equipment. They are responsible for efficiently starting,
stopping, and correctly operating mainframe systems, networks, tape drives, disk
devices, and printers.

Answer: System operators

4. Which professional in the development group designs and maintains Web sites,
including site layout and function, to meet the client’s requirements?

a. Programmer

b. Web developer

c. Software developer
d. System support
Answer: b. Web developer

Class Discussion Topics

1. What are the implications of using reengineering versus continuous improvement in a
systems development effort?

2. What steps would you take to align the IS functions of an organization with its
organizational mission?

3. What are the four components of Leavitt’s triangle, and how do they interact?

Additional Projects

1. After choosing a well-known company, use the Internet to research the strategies the
company is using to achieve competitive advantage. Summarize your findings in two to
three paragraphs.

2. Choose a position in an 1S department to research. Find out what qualifications are
required to work in this position. Is certification required or helpful? What are the
responsibilities of someone working in this position? Write a two- to three-paragraph
report summarizing your findings.

Additional Resources

1. Supply Chain Management:
http://logistics.about.com/od/supplychainintroduction/a/into scm.htm
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2. Computer Certification:
http://certification.about.com/index.htm

3. Virtual team collaboration tools: http://www.thecouchmanager.com/the-ultimate-list-of-
virtual-team-technology-tools/

4. Force field analysis:
https://www.mindtools.com/pages/article/newTED 06.htm

5. Offshoring:
http://www.economist.com/blogs/freeexchange/2014/03/offshoring

Key Terms

>

certification: A process for testing skills and knowledge; successful completion
of a certification exam results in a statement by the certifying authority that
confirms an individual can perform specific tasks.

change management model: A description of the phases an individual or
organization goes through in making a change and principles for successful
implementation of change.

continuous improvement: Constantly seeking ways to improve business
processes and add value to products and services.

culture: A set of major understandings and assumptions shared by a group, such
as within an ethnic group or a country.

diffusion of innovation theory: A theory developed by E.M. Rogers to explain
how a new idea or product gains acceptance and diffuses (or spreads) through a
specific population or subset of an organization.

downsizing: Reducing the number of employees to cut costs.

driving forces: The beliefs, expectations, and cultural norms that tend to
encourage a change and give it momentum.

force field analysis: An approach to identifying both the driving (positive) and
restraining (negative) forces that influence whether change can occur.
innovation: The application of new ideas to the products, processes, and
activities of a firm, leading to increased value.

Leavitt’s diamond: An organizational change model that proposes that every
organizational system is made up of four main components—people, tasks,
structure, and technology—that all interact; any change in one of these elements
will necessitate a change in the other three elements.

Lewin’s change model: A three stage approach for implementing change that
involves unfreezing, moving, and refreezing.

offshore outsourcing (offshoring): An outsourcing arrangement where the
organization providing the service is in a country different from the firm
obtaining the services.

organization: A group of people that is structured and managed to meet its
mission or set of group goals.

organizational change: How for profit and nonprofit organizations plan for,
implement, and handle change.
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organizational culture: The major understandings and assumptions for a
business, corporation, or other organization.

organizational learning: The adaptations and adjustments made within an
organization based on experience and ideas over time.

outsourcing: A long-term business arrangement in which a company contracts
for services with an outside organization that has expertise in providing a
specific function.

reengineering (process redesign/business process reengineering, BPR): The
radical redesign of business processes, organizational structures, information
systems, and values of the organization to achieve a breakthrough in business
results.

restraining forces: Forces that make it difficult to accept a change or to work
to implement a change.

shadow IT: The information systems and solutions built and deployed by
departments other than the information systems department. In many cases, the
information systems department may not even be aware of these efforts.

soft side of implementing change: The work designed to help employees
embrace a new information system and way of working.

supply chain management (SCM): The management of all the activities
required to get the right product into the right consumer’s hands in the right
quantity at the right time and at the right cost—from the identification of
suppliers and the acquisition of raw materials through manufacture and
customer delivery.

supply chain: A key value chain whose primary activities include inbound
logistics, operations, outbound logistics, marketing and sales, and service.
technology acceptance model (TAM): A model that specifies the factors that
can lead to better attitudes about an information system, along with higher
acceptance and usage of it.

value chain: A series (chain) of activities that an organization performs to
transform inputs into outputs in such a way that the value of the input is
increased.

virtual team: A group of individuals whose members are distributed
geographically, but who collaborate and complete work using information
systems.
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Electronic Medical Records

Droctors have been reconding information about their patients since the
days of ancent Egypt. Written reconds served well when medicine was
lems specialized than it is oday, people were less mohil &, and patients wene
{foxr betier or worse) more tolemant of physician emons.

Today, the world is moving to elecironic medical reoomnds { EMES) to
consnlidate medical information abowt 3 patient in a central plece. Aooomnd-
ing to Trisha Tomey, a patient sdvocate, an EME is “a digital recond kept by
your doctor's ofice, your insuranoe company or @ facility whene you are 2
patient® She goes on o say that “EME sysiems are intended to keep tack of
a patients entire health and meedical history in 2 oompuienized, electromnic
format. By keeping these potentially vast reconds in this manmer, they ame
more el y retrievable, and can make 3 patient’s navigation throwgh the
health care system much safer and more efficient.”

In the: United States, the federal government has thrown its weight behind
EMEBs. It will pany phiysicians wp to § 18,000 each for their wse. To eam tis
imcentive, physicians must reach cerain stages of “meaningful tee” at mile-
stones from 2011 theowgh 2004, Similar i ncentives, with difleent defindtons of
e megfusl wese, apphy i haospitals amd other health care organiestions.

Brighton Hospital isat the forefront of EMB sdoption. Locatesd in Brighaon,
Michigan, it is the second oldest aloohol and substance abuse treatment Cenber
im the United St I goal fir EMEs was “to incresse [the hospital's] effi-
ciency and patient safety without damatically changing its worlflow. I staff
also wanied to be able to more e sly oollect data and process 2 multinude
of reports from that dat ™ Since adopting EMES in 20000, Brighton Hospitl
hias achieved several specific benefits. One was & reduction of 25 (Rull-time
equivalent) nurses, releasing them to areas that had no funds to hiee ew
employees. The following are other benefits the hospital realined:

A} percent reduction in medication emmors
Imscreamed patient safety and ¢om phiamce
Arpund the clock sccess i patent records
Enhanced decision making using EME data

Vet EMES are not withowt concens. Some are techndcal : willl hardware
and softwane be sufficiendy relishle so that EMBs remain accessible amd will
wlecironic reconds be sfe from intreson® Odher concerns, however, relaie
to the human side of health care. Dr. Dandele Ofn writes, “In the old days,
when a patient armived in my office ... [ looked dirscthy at the patient As we
spoke, I would briefly drop my eyes to jot 2 note on the page, and then
leok right up o continue our conversation. My gaze and my body angneage
remained onented owand the patient.... In the oument oom putern zed medi-
cal world, this is impossible. T have to be turned towand the compuier
sereen.” She summarizes: “The computer has much to offer, but T mouwm the
losw of intimacy that it has engendened ®

As with =0 many other advances, innovations ofen involve tadeoffs e
an onganization gains omne benefit while loving another. Information system
professonals can help to optimize the benefits while mindmizing the |osues.

Discussion (uestions
1. Consider Dr. Ofri's comments aboast the trade-offe of wsing EMBs in the
oomtext of your most recent visit io 3 health care professional. Did he or

shee use 2 compuier? If so, did you fed that it interfered with your
dizmssion? Compare answers with your ¢lessmates.



2, Suppose your family lives in Vermmont, you atbend schonl in Texas, and
you break your leg while skiing in Colomdo. Describe how EMBs could
heelp in that st ton.

Critical Thinking Questions

la. {For 115, shsdents) The United Staes has been criticized for having
exrellent health care bast o heakth care sysbem. Do yow feel that oriti-
cizm is justified? What, if anything, can EMBs do i address this
COMOE T

1h. { For students owtside the United S@ies) Compare what your country is
doimg with EMBs with the siiuation in any other coundry st appoood-

by the same e ic level. Is your country ahead of the other in
its sdoption or hehind® W hy is this sof In your opinion, is that a
problem?
2. Finad the definition of = ingful use”™ of EMRs on the Web, Do you

fee] that the meaningful wse standards fior physicians fone e tem to
move tosn Fast Let thiemn move ton showly?

SUNBES g, A~ Ao Fgypean Mechomms s reshafim g s e vt
LTS 5 A by 1%, 200 L; Tomrey, T, “Wint man

EMI (Hhocsroma: e i | Reoad} o EHE (Flocsrome Healkh Recoadl ™ 4 b com., b (foatien i

: PP p— P Aty

HL‘H;&::I;—F:E-:E.-:*“:‘-:&IFI-:M'MW
- T 1130 341 1272 b, Dhece by T2, 411, accmmed
w, 2; e, e iam Hekpo Hoghace hogusd Fulfil ke Tomwom fox Paper
e, wrarar iemter-fer, by 2001, dowmlonded lncembur 19, 200
mn,*n—c—.—-c:—u—.nu_.dm—.—mn-mmnpu—n
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T LY

2001, acceomed Decembr 1%, 20 L
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Profile of a ClO: Bringing
Technology to Health Care

A CT, or chief information officer, is the iop manager
responsible for how an organization uses information
systems to advance the purposs of the organization.
Aside from supervising progammers and network
technicians, what do these people really think abowt?
What's on the mind of a CI0?

Dir. John Halamka is OO of Beth Ismel Deaconess
Medical Center {BlDMC) and an emergency room
physician. He summarizes his job as follows ina post
on his hlog of November 1, 2001: *The modem CTO
i% e lomgger a techmologist or evangelis e inmovation.
The maxdem CHris a customer relationship man ager,
3 s gic commumnicatorn, and @ project manager,

Dir. Alan Shark is the suthor of (70 feadership S
Cities and Counties, Emerging Trends and Practices
{Washington, DC: Public Technoksgy Institute, 200800,
Ax hee pusts it, “The new (10 has to be 2 leader, not a
dictator; a techndogist not a technician; a business
permson, ot an acoountant; and Gnally, a diplomat, not
a politician. ™ A CI0 mmest lkead with “vision, knowlsdge,
anad team-building * In that context, BIDMC has been
an early adopter of “elecironic health records, patient
portale, and clinical decision support toods. [[4 began
affering subsidized, hosted EHBs i its 300 affiliated
doctors more than a year before the Amerdcan
Recovery and Reinvestment Act's HITECH provison
provided financial incentives for hospitals o rdl owt
Web-based EHBs i their affiliaed physicians in the
effirt to get more of these doctors wired.”

Tes lesmed weith “vision, knsowledipe, and teamdbuil ding,”
on what should CEs foous Gary Beadh, publisher
emerites of (70 magazine, surveyed CI0s i learn how
they spend thesir time now and e they want to spensd
time in the fusione. He distills thedr answers as fDllows:

In ghe “how shey conrrently spendtheir gme” casegory, the

oy ghiee volegemers are: 1) aligning IT and bosines

poals, 2 implk ging new anchin e, anal 3) Mg
iing cost anatral. For “where they want i spend more
time in the future,” the i boks like this: 1) developing

e strategies and echnobogies, 2) smdy-
iing markes trends for commencial oppeomunites, and 3
idenifying opp for nmg it

Only two of these six fems have anything to do
with iechnolegy. Four, and part of a fifth, are about
business, According to the CHOs surveysd, (I0s e

primarity managers.

As managers, CI0s are responsible for developing
theeir staff. BIDMC follows this mode]l. Halamka says,
“Thie oy way [ am ahle i sucoesd is by hiring people
smarter than me.* He goes on i explain that it's the
CI0Fs job o tum those people indo a feam.

Halamka also plays an important mole owtside of
ithe medical center, 2 mle he @kes serioushy. He speaks
ot conferences, writes a2 blog, and gives interviews,
He is a forthright sdvocate for using sechnology to
improve: health cane and spends abowt one day 2 week
in Washington, DUC., advising kegisators on how to
scoomplish that goal. A recent fnformarion Woek article
described him as “the handest-working man in heakh
IT.® Mot all (10 are as visible as Halamka, but many
are, Becoese CIOs forus on “aligning [T and business
gralk,” as Gary Beach found, part of te job often
inrvishves gathering and commmendcating business
informiation.

Dreveloping a diverse set of skills that allows a
CI0 to manage people offectively and keep up with
inmevations: in technology can be challenging. Ina
recent hlog post, Halamka quotes Meg Aanow, the
10 of Boston Medical Center: “The content of our jobs
is great, the context is really challenging * Halamka
calls that “a observation.” He goes onto lis
ather challenges health cane CT0s reported in 2011,
imeclsding:
®*  Wou don't receive credit for everythin g that works.

Instesd, you are held accountable for the (00% tat

diossn't work.

*  Demand always exoeeds supply. Sucoess is findshe
ingg hal f thee projects you are ssked to complete.
= mpﬂofdwinmiﬁnnﬂimm

S CTedEs e thiat far exoeed the ahili-

ties of a thinly staffed 15 organd zation.
= Beguilatory burdens will incresse exp omential by

Compliance isa mest-do, though your *ostomens®

do not want their projects or services postponed

while you work on com pliznce.

Why does Halamka keep this job when he could
restum to the practice of emergency moom medicine or
move inin a different management position® In his hlog
post of February 24, 2001, he wrote, “Thie organi zations:
in which T work will kst for generations. Thesir
repuiations ranscend anything [ will ever do
personally. My mole is i champion, support, and
publicize a few key innovations every year that will
keep the ongani zations high by visible. That visibilit will
attract smart people and retain tie best employees who
want to work fora place on 2 mising trojectory.® Thess
reasnins make the work worthochile.

Discussion Questions

1. Dwoyou think you would enjoy the job of 2 CI02 Do
ymu think you would be ssocesful as a CI02
Expliin why you fee] this way.

2, What should someone shudy in school if his or her
eveniual career objectve is a CI0Fs job® Ciom pane
your answers with those of your casmaies Dis
cuss any differences.

Critical Thinking Questions

1. Anorgandeation’s CFC (chief financial oficer) does
et ManEge an ongani aton’s assets. If 2 oompany
ownes 3 tneck, the (PO dosessen’t decide where it shoulkd
o, what it should carmy, or when to replace its tines.
A CPOy mest, hoswever, budget for its oost, pany ooes

Meetings with others in the IS depa nment

*  Mestings with people owtside the organiration

s  Keeping cument: resding, Web research,
seminarrs

*  [nadividheal work: budgeting, writing memos,”
reponts, planming, HE work

s Orther technical @sks (ask for examples)

*  {rtheer oo hndcal ks (ask for examples)

Also find out the intal howrs the (30 works in
a week. Combine your results with those of your
clasmates to assemble & composite pichure of tdie
¥ 5 job.

SOURES Heach, Gary, “Time ln Moy Whoa (100 Shookd Knowr Aot

[k 1., “1se 2 2 Hinaleh gt
2 crmmer Norembber 1, 2IL; Motion, MK, Mitcke |, 25 znd Vearml %,
'hﬂ:—uuzﬂ‘hl—&nﬁhlﬁﬁ:- IT B volusra

o it, chonse 2 deprec ation method, and haermdk
capital gains or losses when itis dispossd of. How do
@ CIOFs resp onsdbil it e in thee: information ares. paral-
lel these? How are ey conoeptually different?®

2, Contsct your schaolPs CIO or that of 2 neady onga-
mdzation. Find ouwt how the OO0 typically allocates
time to the following major categories of activity:
*  Meatings with inp management and people in

wxtheer dhe parim ends
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Outsourcing Background Checks in the United Kingdom

In the United Kingdom as well as in other countries, child abuse is a
serious problem. One in five children has experienced sexual abuse,
serious physical abuse, or severe physical or emotional neglect. For every
victim the government identifies and intervenes to protect, an estimated
eight more have suffered mistreatment. In 2011, the British parliament
passed the Protection of Freedoms Act. The act regulated surveillance
and reduced counterterrorism powers within the United Kingdom, but it
also stepped up its protection of vulnerable groups, including children and
the elderly.

The act provided for the creation of the Disclosure and Barring
Service (DBS) through the merger of the Criminal Records Bureau and
the Independent Safeguarding Authority. One of the main purposes of
the agency is to provide efficient background checks for organizations
and private companies that provide caretaking services. The DBS also
bars certain individuals from working in regulated activities, such as
childcare.

At the end of 2012, the U.K. Home Office announced that it had
awarded Tata Consultancy Services (T'CS), the leading IT consultant firm in
India, a multimillion pound, multivear contract to implement electronic
background checks, improve decision making within DBS, and reduce pro-
Ccessing times.

“Our proposed IT solution supports the UK. Government’s Thgital by
Default’ initiative and fully meets the business objectives of DBS to mod-
ernize and transform its business,” says Shankar Narayanan, head of UK.
and Ireland for TCS.

However, the contract testifies to an increasing wilingness on the part
of the UK. government to cutsource I'T development to TCS and other for-
eign companies. In 2010, TCS sealed a ten-year deal to provide the IT
infrastructure, back-office processing, business applications, and customer-
facing systems for the largest universal occupational pension scheme in the
United Kingdom, the National Employment and Savings Trust (NEST). Yet,
news of this deal was delayed eight months—until after the program was
operational.

While the UK. government is becoming more comfortable with out-
sourcing IT jobs to India, it is also taking baby steps toward moving its
operations—even sensitive operations—into the cloud. In May 2013,
Skyscape Cloud Services won a $§2.3 million yearly contract with DBS to add
cloud connectivity to the solutions TCS builds. Public servants in the United
Kingdom have long been wary of the security implications of moving into
the cloud. They are, for example, concerned about privacy. Most doud
providers are based in the United States where legal standards give the
government and law enforcement easier access to digital data than in
Europe.

Skyscape promises that all client data will stay in the United
Kingdom. In addition, when the government or a company uses a cloud
service provider, it is relying on the cloud service provider to protect its
data from physical disruptions and from cyberattacks. If the cloud pro-
vider fails to provide adequate data protection, its client is vulnerable.
The DBS contract, as well as Skyscape's contract with the British
equivalent of the Internal Revenue Service, indicates that the reduced
costs and better service delivery made possible by the cloud are overrid-
ing these fears.



Discussion Questions
1. The U.K. government is increasingly willing to outsource jobs to India.
Is this pood stewardship of its citizens' personal data? Are certain

activities simply too sensitive to outsource even if it saves money?
2. Do other advantages outweigh these concerns?

Critical Thinking Questions

1. DBS obtains and reveals information about individual's run-ins with law
enforcement, arrests, and convictions. Do you think such sensitive
information should be supported through cloud services that may not
be as secure as traditional I'T infrastructure?

2. Why do you think the United Kingdom is embracing the cloud despite
its security concerns?

SOURCES: “How Safe Are Our Children?” NSPCC Research April 2013, MNational Society for the
Prevention of Cruelty to Children Web site, wwwr. Rspoc.orp. il Informyresearchfindings bowsajfe
Ahowe-safe-2013_wdat51 78 bimi, accessed September 30, 2013% Protection of Freedoms Act 2012,
. fegistasion pov by dugga 200 20 comenyenaced, accessed August 13, 20013%; “TCS Wins
Multi-Million Pound Contract from the United Kingdom's Home Office,” Press Release, November 28,
2012, TCS Web site, wwn ios.com/Rews_erenes/ bress_raleases Papes TOS_ mul-million_pound_con
trace_UK_Home_oyfice.asgpn; Baker, sophie, "How Tata Helped Build a Nest,” Fimancial News,

April 15, 2013, puww.gfinanclalnens.comSory 20§ 3-04- [ Viam-consulancy-serrvices-nesiea dcsa 2
dedeel | 104 5601abd4d6 73622 Jones, Ben, "How Safe Is Cloud Computing”™ Cloud Computing
Topics Web site, May 20, 2013, brgedcloudcompraiRprofics. comy 201 305 bon-safe-is-clovd-conpis
ing; Flood, Gary, “British Cloud Firm Wins Background Check Security Contract,” nformation Weed,
May 20, 2003, www. informarionesh. comy Clond-comatng iasform, brissh-clond-fom-atns-back
pround-checly 2400 3524 3%query TexI=olsonrcing.
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Challenges and Responsibilities
of a ClO

A CIO, or chief information officer, is the top manager
responsible for how an organization uses information
systems to advance the purpose of the organization.
Aside from supervising programmers and network
technicians, what do these people really think about?
What's on the mind of a CIO?

Dr. John Halamka is CIO of Beth Israel Deaconess
Medical Center (BIDMC) and an emergency room
physician. He summarizes his job in a post on his blog
of November 1, 2011, as follows: *The modern CIO is
no longer a technologist or evangelist for innovation.
The modern CIO is a customer relationship manager,
a strategic communicator, and a project manager,
delicately balancing project portfolios, available
resources, and governance.”

Dr. Alan Shark is the author of CIO Leadership for
Cities and Counties, Emerging Trends and Practices
(Washington, DC: Public Technology Institute, 2009,
As he puts it, *The new CIO has to be a leader, not a
dictator; a technologist, not a technician; a business
person, not an accountant; and finally, a diplomat, not
a politician.” A CIO must lead with “vision,
knowledge, and team-building.” In that context,
BIDMC has been an early adopter of “Electronic
health records, patient portals, and clinical decision
support tools. [It] began offering subsidized, hosted
EHRs to its 300 affiliated doctors more than a year
before the American Recovery and Reinvestment Act's
HITECH provision provided financial incentives for
hospitals to roll out Web-based EHRs to their affiliated
physicians in the effort to get more of these doctors
wired.”

To lead with “vision, knowledge, and team-
building,” on what should CIOs focus? Gary Beach,
publisher emeritus of CIO magazine, surveyed CIOs
to learn how they spend their time now and how they
want to spend time in the future. He distills their
answers as follows:

In the “how they currently spend their time”
category, the top three vote-getters are as follows:
(1) aligning IT and business goals, (2} implementing
new architectures, and (3) managing cost control. For
“where they want to spend more time in the future "
the list looks like this: (1) developing new go-to-market
strategies and technologies, (2) studying market trends
for commercial opportunities, and (3) identifying
opportunities for competitive differentiation.

Omnly two of these six items have anything to do
with technology. Four and pant of a fifth are about

business. According to the ClOs surveyed, CIOs are
primarily managers.

As managers, CIOs are responsible for developing
their staff. BIDMC follows this model. Halamka says,
“The only way I am able to succeed is by hifing people
smarter than me.” He goes on to explain that it's the
CIO's job to turn those people into a team.

Halamka also plays an important role outside of the
medical center, a role he takes seriously. He speaks at
conferences, writes a blog, and gives interviews. He is a
forthright advocate for using technology to improve
health care and spends about one day a week in
Washington, D.C., advising legislators on how to
accomplish that goal. A recent InformationWeek article
described him as “The hardest-working man in health
IT.” Not all CIOs are as visible as Halamka, but many are.
Because CIOs focus on “aligning IT and business goals”
as Gary Beach found, part of the job often involves
gathering and communicating business information.

Developing a diverse set of skills that allows a
CIO to manage people effectively and keep up with
innovations in technology can be challenging. In a
recent blog post, Halamka quotes Meg Aranow, the
CIO of Boston Medical Center: “The content of our jobs
is great, the context is really challenging.” Halamka
calls that “a profound observation.” He goes on to list
other challenges of healthcare CIOs, including:

* You don't receive credit for everything that works.
Instead, you are held accountable for the 0.01 percent
that doesn't work.

* Demand always exceeds supply. Success is finish-
ing half the projects you are asked to complete.

* The pace of change in consumer information sys-
tems creates expectations that far exceed the abili-
ties of a thinly staffed IS organization.

* Regulatory burdens will increase exponentially.
Compliance is a must-do, though your “customers”
do not want their projects or services postponed
while you work on compliance.

Why does Halamka keep this job when he could
return to the practice of emergency room medicine
or move into a different management position? In
his blog post of February 24, 2011, he wrote, “The
organizations in which I work will last for generations.
Their reputations transcend anything I will ever do
personally. My role is to champion, support, and
publicize a few key innovations every year that will
keep the organizations highly visible. That visibility
will attract smart people and retain the best employees
who want to work for a place on a rising trajectory.”
These reasons make the work worthwhile.



Discussion Questions

1.

2,

What different roles and responsibilities does a
CIO take on in a company?
Of these roles and responsibilities, which is most

challenging? Why?

Critical Thinking Questions

1.

Do you think you would enjoy the job of a CIO?
Do you think you would be successful as a CIO?
Explain why you feel this way.

Contact your school’s CIO or the CIO of a nearby
organization. Find out how the CIO typically allo-
cates time to the following major categories of
activity:

*  Meetings with top management and people in
other departments
Meetings with others in the IS department
Meetings with people outside the organization
Keeping current: reading, Web research,
SEMIn:Ars

# Individual work: budgeting, writing memos/
reports, planning, HR work

# Other technical tasks (ask for examples)

# Other nontechnical tasks (ask for examples)

3. Also find out the total hours the CIO works in a
week. Combine your results with those of your
classmates to assemble a composite picture of the
CIO’s job.

SOURCES: Beach, Gary, “Time Is Money- What C10s Should Enow about
How They Spend Their Time,” CIO, wrw.cio.comy@rricle 60303 7/ Time
_Is_Monrey_What_oT0s_Showld_Know_abous_How_shey_Spend_Thetr
_Time, Movember 2, 2011, accessed November 4, 201 1; Halamka, John Iv.,
“Lifie a5 a Healthcare CHO™ (hlog)h bt pealbdocror. bingshot. com, aocessed
November 1, 2011; MoGee, M. K., Mitchell, B. M., and Versel, N,
“Heealthcare CHO 25: The Leaders behind the Healthcare IT Revolution,”
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Objectives

After completing this chapter, you will be able to:

Sketch a general model of an organization showing how
information systems support and work within automated

[
/D portions of an organizational process
|

Define the term value chain and identify several examples within
a typical manufacturing or service organization

Define the term innovation and identify two types

Define reengineering and continuous improvement and explain
how they are different
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Objectives

After completing this chapter, you will be able to:

Discuss pros and cons of outsourcing, offshoring, and downsizing

explain why it is a critical factor in the successful adoption of any

/’b Define the term “the soft side of implementing change” and
| major change

Identify and describe four change models used to increase the
likelihood of successfully introducing a new IS into an organization

Define the types of roles, functions and careers available in the
field of IS
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*

e

Organizations and Information Systems

e Organization: a group of people that is structured and managed to meet its
mission or set of group goals

e There are relationships between members of the organization and their various
activities

* Processes are defined that assign roles, responsibilities, and authority to complete
the various activities
* Organizations are open systems
» They affect and are affected by their surrounding environments
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Organizations and Information Systems

/. » CENGAGE S

© 2017 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part, except for use as permitted in a license distributed with a certain product or service
or otherwise on a password-protected website for classroom use.



Organizations and Information Systems

e Value chain: a series (chain) of activities that an organization performs to
transform inputs into outputs

* The value of the input is increased
e Supply chain: key value chain in a manufacturing organization

e Supply chain management (SCM): encompasses all the activities required to get
the right product into the right consumer’s hands in the right quantity at the
right time and at the right cost

*
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Organizations and Information Systems

e Supply chain organizations are “linked” together through both physical flows
and information flows

e Physical: supplies and raw materials
* Information: participants communicating their plans, coordinating their work, and
managing the efficient flow of goods and material
e The information system can play an integral role in the supply chain process:
e Providing input
e Aiding product transformation

* Producing output
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*

Virtual Teams and Collaborative Work

 Virtual team: a group of individuals whose members are distributed
geographically, but work as a coherent unit through the use of information
systems technology

e Strength: the best available people are enlisted to solve important organizational
problems

e Supported by electronic communications: email, instant messages, video conferences,
etc.
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Innovation

* Innovation: the application of new ideas to the products, processes, and
activities of a firm, leading to increased value

* A catalyst for the growth and success of an organization

e Can lead to cutting-edge products
* New revenue streams

* Increased profits

e Types of innovation
e Sustaining innovation: results in enhancements to existing products, services, and
ways of operating
- Enable an organization to continually increase profits, lower costs, and gain market share
e Disruptive innovation: one that initially provides a lower level of performance than
the marketplace has grown to accept
- Improved to provide new performance characteristics
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Reengineering and Continuous Improvement

* Reengineering
e Also called process redesign and business process reengineering (BPR)

* Involves the radical redesign of business processes, organizational structures,
information systems, and values of the organization to achieve a breakthrough in
business results

* Continuous improvement

e Constantly seeking ways to improve business processes and add value to products and
services

CENGAGE . "

iw © 2017 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part, except for use as permitted in a license distributed with a certain product or service

or otherwise on a password-protected website for classroom use.



Reengineering and Continuous Improvement

». 2 CENGAGE O "

© 2017 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part, except for use as permitted in a license distributed with a certain product or service
or otherwise on a password-protected website for classroom use.



Reengineering and Continuous Improvement
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Outsourcing, Offshoring, and Downsizing

* Qutsourcing
* Along-term business arrangement in which a company contracts for services with an
outside organization that has expertise in providing a specific function
e Offshore outsourcing (offshoring)
* The service is located in a country different than the firm obtaining the services

* A number of companies are finding that outsourcing does not necessarily lead
to reduced costs

- + CENGAGE S "

iw © 2017 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part, except for use as permitted in a license distributed with a certain product or service
or otherwise on a password-protected website for classroom use.



Outsourcing, Offshoring, and Downsizing

* Downsizing
e Reducing the number of employees to cut costs
* Also referred to as “rightsizing”

e Product quality and employee morale can suffer
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*

Organizational Culture and Change

e Culture: a set of major understandings and assumptions shared by a group

e Organizational culture: the major understandings and assumptions for a
business, corporation, or other organization

e Organizational change: how organizations plan for, implement, and handle
change

 Soft side of implementing change: involves work designed to help employees
embrace a new information system and way of working
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Organizational Culture and Change

e Change management model
e Describes the phases an individual or organization goes through in making a change
* Provides principles for successful implementation of change

e There are a number of models for dealing with the soft side of implementing change
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Lewin’s Change Model

e Lewin’s change model consists of a three-stage approach for change
1. Unfreezing: preparing for change
2.  Moving: making the change

3. Refreezing: institutionalizing
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Lewin’s Change Model

e Lewin’s change model consists of a three-stage approach for change
1. Unfreezing: preparing for change
2.  Moving: making the change

3. Refreezing: institutionalizing
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Lewin’s Force Field Analysis

* Lewin extended his change model theory to include force field analysis
* |dentifies both the driving (positive) and restraining (negative) forces that influence
whether change can occur

* Driving forces: beliefs, expectations, and cultural norms that tend to encourage
a change and give it momentum

e Restraining forces: those that make it difficult to accept a change or to work to
implement a change
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Lewin’s Force Field Analysis
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Lewin’s Force Field Analysis
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Leavitt’s Diamond

* A theory that proposes that every organizational system is made up of four
main components—people, tasks, structure, and technology—with an
interaction among the four components

* Any change in one of these elements will necessitate a change in the other three
elements
e Organizational learning
* The adaptations and adjustments based on experience and ideas over time

* Adjustments can require reengineering or can result from continuous improvement
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Leavitt’s Diamond
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User Satisfaction and Technology Acceptance

e Technology acceptance model (TAM)

» Specifies the factors that can lead to better attitudes about the information system
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Diffusion of Innovation Theory

e A theory developed by E.M. Rogers

e Explains how a new idea or product gains acceptance and diffuses (or
spreads) through a specific population or subset of an organization
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Diffusion of Innovation Theory
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Careers in Information Systems

e Successful IS workers must:
* Enjoy working in a fast-paced, dynamic environment
* Meet deadlines and solving unexpected challenges
* Possess good communication skills
* Have solid analytical and decision-making skills
* Develop effective team and leadership skills
* Be adept at implementing organization change

* Be prepared to engage in life-long learning in a rapidly changing field
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Careers in Information Systems

e Technical skills important for IS workers to have:

e Capability to analyze large amounts of structured and unstructured data

 Ability to design/build applications for mobile devices

* Programing and application development skills

Technical support expertise
Project management skills

Knowledge of networking and cloud computing

 Ability to audit systems and implement necessary security measures
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Careers in Information Systems

e Technical skills important for IS workers to have (cont’d):
* Web design and development skills
* Knowledge of data center operations

e The U.S. Bureau of Labor Statistics (BLS) forecasts an increase of 1.2 million new
computing jobs between 2012-2022

». 2 CENGAGE O 2

© 2017 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part, except for use as permitted in a license distributed with a certain product or service
or otherwise on a password-protected website for classroom use.



Careers in Information Systems
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Careers in Information Systems
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Careers in Information Systems
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Careers in Information Systems

e U.S. H-1B and L-1 visa programs seek to allow skilled employees from foreign
lands into the United States

e Programs are limited and are high demand
e L-1 visa program is often used for intracompany transfers for multinational companies

e H-1B program can be used for new employees
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Careers in Information Systems
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Careers in Information Systems
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Roles, Functions, and Careers in IS

* |In addition to technical skills, IS professionals need:
 Skills in written and verbal communication
e An understanding of organizations and the way they operate

* The ability to work with people and in groups
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*

Typical IS Titles and Functions

e Chief information officer (CIO) employs the IS department’s equipment and
personnel to help the organization attain its goals

* Senior IS Managers

Vice president of information systems

Manager of information systems
Chief technology officer (CTO)

Central role of all of the above is to communicate with other areas of the organization
to determine changing business needs
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Typical IS Titles and Functions: Operations Roles

e Data center managers are responsible for the maintenance and operation of
the organization’s computing facilities

* System operators run and maintain IS equipment

* |S security analysts are responsible for maintaining the security and integrity of
their organizations’ systems and data

e Local area network (LAN) administrators set up and manage the network
hardware, software, and security processes
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Typical IS Titles and Functions: Development Roles

e Software developers write the software that customers and employees use

e Systems analysts consult with management and users, as well as convey system
requirements to software developers and network architects

e Programmers convert a program design developed by a systems analyst or
software developer into one of many computer languages

* Web developers design and maintain Web sites, including site layout and
function, to meet the client’s requirements
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Typical IS Titles and Functions: Support

e Database administrators (DBAs) design and set up databases to meet an
organization’s needs

e System support specialists respond to telephone calls, email, and other
inquiries from computer users
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*

|S-Related Roles outside the IS Organization

e Shadow IT

e A term used to describe the IS and solutions built and deployed by departments other
than the information systems department

e Enables business managers to quickly create highly innovative solutions to real
business problems and to test these solutions out
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|S-Related Roles outside the IS Organization
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Certification

e Certification
e A process for testing skills and knowledge
e Results in a statement by the certifying authority that confirms an individual is
capable of performing particular tasks

* Frequently involves specific, vendor-provided or vendor-endorsed coursework
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Other IS Careers

e Consulting opportunities

* Computer training

e Computer and computer-equipment sales
e Computer repair and maintenance

* Support services

* Employment with technology companies

e Entrepreneurial ventures
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Working in Teams

e Most IS careers involve working in project teams that can consist of many of the
positions and roles

* |t is always good for IS professionals to:

e Have good communications skills and the ability to work with other people
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Finding a Job in IS

e Developing an online résumé can be critical to finding a good job

e The Internet
* Online job sites
e Company Web sites

e Social networking sites

e Informal networks of colleagues or business acquaintances
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Summary

e Organizations are open systems that affect and are affected by their
surrounding environment

e Positive change is a key ingredient for any successful organization

e Information systems must be implemented in such a manner that they are
accepted and work well within the context of an organization and support its
fundamental business goals and strategies

e The information system worker functions at the intersection of business and
technology and designs, builds, and implements solutions that allow
organizations to effectively leverage information technology systems
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