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Why Do | Need to Know This? and
Learning Outcomes

~

Why Do | Need to Know This? Located on the first
page of each chapter, the author clearly explains to
students how the material to be covered in the chap-
ter is relevant to them as business students

Why Do I Need To Know This ?

This chapter elaborates upon the concept of customer
relationship management (CRM), first introduced @
in Chapter 3, and discusses how information technology
can be used to support firms in their interactions with
customers. At the simplest level, organizations implement
CRMto gain a better understanding of customer needs and
behaviours, and information technology provides compa-
nies with a new channel to communicate with customers
beyond those traditionally used by organizations such as
face-to-face or paper-based methods.

~

Learning Outcomes. These outcomes focus on what
students should learn and be able to answer upon
completion of the chapter.

LEARNING OUTCOMES .

41. List and describe the five components of a
typical supply chain.
4.2. Define the relationship between informa-

tion technology and the supply chain.
4.3. Identify the factors driving supply chain

management.

4.4 Summarize the best practices for imple-
menting a successful supply chain man-
agement system.
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Chapter Opening Case and Opening Case Study Questions

( )

Chapter Opening Case. To enhance student interest, each chapter begins with an
opening case study that highlights an organization that has been time-tested and
value proven in the business world. This feature serves to fortify concepts with
relevant examples of outstanding companies. Discussion of the case is threaded
throughout the chapters.

opening case study

Full Serve
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Shell Canada Fuels Productivity with ERP

Shell Canada is one of the nation’s largest integrated petroleum companies and is a
leading manufacturer, distributor, and marketer of refined petroleum products. The
company, headquartered in Calgary, produces natural gas, natural gas liquids, and
bitumen. Shell Canada is also the country’s largest producer of sulphur. There is a
Canada-wide network of 1,809 Shell-branded retail gasoline stations and conve-
nience food stores from coast-to-coast.

Opening Case Study Questions. Located at the end of each section, thought
provoking questions connect the Chapter Opening Case Study with important
chapter concepts.

OPENING CASE QUESTIONS

Shell Canada Fuels Productivity with ERP

1. How did ERP help improve business operations at Shell Canada?

2. How important was training in helping roll out the system to Shell Canada personnel?

3. How could extended ERP components help improve business operations at Shell Canada?
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Projects and Case Studies

/

Case Studies. The text is packed with 48 case studies illustrating how a variety of prominent organiza-
tions and businesses have successfully implemented many of this text's concepts. All cases are timely
and promote critical thinking. Company profiles are expecially appealing and relevant to your students,
helping to stir classroom discussion and interest. For a full list of cases explored in Business Driven
Information Systems, turn to the inside front cover.

N

Apply Your Knowledge. On the Online Learning Centre for this text (available at
www.mcgrawhill.ca/olc/baltzan), there is a set of 50 projects aimed at reinforcing the business initiatives
explored in the text. These projects help to develop the application and problem-solving skills of your stu-
dents through challenging and creative business-driven scenarios.

Project 6:
Setting Boundaries

Even the most ethical people sometimes face difficult choices. Acting ethically means behaving
in a principled fashion and treating other people with respect and dignity. It is simple to say, but
not so simple to do since some situations are complex or ambiguous. The important role of ethics
in our lives has long been recognized. As far back as 44 B.C., Cicero said that ethics are indis-
pensable to anyone who wants to have a good career. Having said that, Cicero, along with some
of the greatest minds over the centuries, struggled with what the rules of ethics should be.

Our ethics are rooted in our history, culture, and religion, and our sense of ethics may shift
over time. The electronic age brings with it a new dimension in the ethics debate—the amount
of personal information that we can collect and store, and the speed with which we can ac-
cess and process that information.

Project Focus

In a team, discuss how you would react to the following situations:

Making Business Decisions.
These small scenario-driven proj-
ects help students focus individu-
ally on decision making as they
relate to the topical elements in
the chapters.

\
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MAKING BUSINESS DECISIONS

1. Competitive analysis

Cheryl 0'Connell is the owner of a small, high-end retailer of women'’s clothing called Excelus.
Excelus’s business has been successful for many years, largely because of Cheryl’s ability to
anticipate the needs and wants of her loyal customer base and provide them with personal-
ized service. Cheryl does not see any value in IT and does not want to invest any capital
in something that will not directly affect her bottom line. Develop a proposal describing the
potential IT-enabled competitive opportunities or threats Cheryl might be missing by not em-
bracing IT. Be sure to include a Porter’s Five Forces analysis and discuss which one of the
three generic strategies Cheryl should pursue.




End-of-Chapter Elements

Each chapter contains complete pedagogical support in the form of:

Summary of Key Themes. These brief bulleted sections offer a tidy recap of the
chapter's most important ideas, and their relevance to business.

SUMMARY OF KEY THEMES

The purpose of this chapter was to provide you, the business student, with a detailed over-
view of the various telecommunications technologies employed by organizations today. This
included discussion on:

= Network types (LAN, WAN, MAN),

= Network architectures (peer-to-peer, client/server),

Key Terms. Key terms are
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chapter with page numbers
3 Application service provider Electronic data interchange Online ad (banner ad) 49
referencmg where they 2l (ASP) 43 (EDI) 50 Online service provider
discussed in the text. Associate program (affiliate Electronic marketplace (0sp) 43
program) 49 (e-marketplace) 44 Personalization 49
\ Blog 49 E-mall 46 Podcasting 49

Brick-and-mortar business 46 Encryption 52 Pop-underad 49
Business-to-business E-procurement 51 Pop-upad 49

/

Three Closing Case Studies. These case studies reinforce important concepts
with prominent examples from businesses and organizations. Discussion ques-
tions follow each case study.

. CLOSING CASE ONE

Fighting Cancer with Information

This case shows how one organization used a CRM solution to solve information issues.
“The mission of the American Cancer Society (ACS) is to cure cancer and relieve the pain

and suff
The A
eliminati
Calling All Canadians
This case shows how other factors, beyond strictly information technology ones, affect CRM
success.
Wi
fashig
consi
TR Revving Up Customer Relationships
outso at Harley-Davidson
Fo This case showcases how information technology can be used to improve customer relations.
There is a mystique associated with a Harley-Davidson motorcycle. No other motor-
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About the Plug-Ins

-

comprehension and mastery.

Located on the Online Learning Centre (www.mcgrawhill.ca/olc/baltzan), the overall goal of the plug-ins

is to provide an alternative for faculty who find themselves in the situation of having to purchase
an extra book to support Microsoft Office. The plug-ins presented here offer integration with the
core chapters and provide critical knowledge using essential business applications, such as
Microsoft Excel, Microsoft Access, and Microsoft FrontPage. Each plug-in uses hands-on tutorials for

Personal Productivity Using IT

LEARNING OUTCOMES

1
2
3
4
5
6.
1

. Describe the four steps you can use to create a strong password.

. Identify three tips you can use to manage your files.

. Explain why you would use Microsoft's backup and recovery utility.

. Describe the six common e-mail mistakes.

. Explain spam and phishing and identify three ways that you can prevent each.

. Explain the primary uses of spyware and adware.

. Identify three things you can do to maintain your computer and keep it running

smoothly.

End-of-Plug-In Elements

-

Each plug-in contains complete pedagogical support in the form of:

Plug-In Summary. Revisits the plug-in highlights in summary format.

Making Business Decisions. Small scenario-driven projects that help students focus individually
on decision making as they relate to the topical elements in the chapters.

~
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. Workbooks and worksheets.

. Working with cells and cell data.

. Printing worksheets.

. Formatting worksheets.

. Formulas.

. Working with charts and graphics.
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% PLUG-IN SUMMARY

icrosoft Excel is a general-purpose electronic spreadsheet used to organize, cal-
Mculate, and analyze data. The tasks you can perform with Excel range from prepar-
ing a simple invoice to managing an accounting ledger for a business.
Six areas in Excel were covered in this plug-in:

% MAKING BUSINESS DECISIONS

Stock Watcher

Mark Martin has created a basic stock watcher worksheet that he uses to report on gains
or losses from when he purchased the stock and the last recorded date and price. Mark
has given you a snapshot of his spreadsheet (see Figure T2.29) that you can use to recreate
this spreadsheet for yourself. Here are some basic steps to follow:

1. Create a new workbook.
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2. Enter all the information provided in Figure T2.29.
3. Apply the currency format to the respective columns.







