Ch 11 Information Systems


I. Ch 11 Information Systems
Lecture Outline
A. Competencies pg 300
1. Explain how organizations can be structure according to five functions and three management levels.

2. Describe how information flows in an organization.

3. Distinguish among a transaction processing system, a management information system, a decision support system, and an executive support system.

4. Distinguish between office automation systems and knowledge work systems.

5. Explain the difference between data workers and knowledge workers.

B. Introduction pg 301
· Good information is essential to help run organizations.

· A typical use of computers in organizations is to help record events, but less obvious is the help they provide in making business decisions.

· Competent end users need to understand how the information flows in an organization as it moves through the organization’s different functional areas and management levels.  They need to be aware of the different types of computer-based information systems, including transaction processing systems, management information systems, decision support systems and executive support systems.

· They also need to understand the role and importance of databases to support each level or type of information system.

· Be sure to look over the images comparing Information Flows and Information Systems.  Information flows both vertically and horizontally through the organization.  Information systems include such ones as ESS, DSS, MIS, and TPS systems. 

C. Organizational Information Flow pg 302
· In large or medium firms, computerized systems are used to track transactions and day to day business operations, as well as supporting the information flow throughout the organization.

· The text uses a hypothetical organization called “HealthWise” to demonstrate the key components of information system use in a business.

a) Functions
· Depending on the services or products they provide, most organizations have the following functions:

(1) Accounting

· Records all financial activity from billing customers to paying employees

(2) Marketing

· Plans, prices, promotes, sells, and distributes the goods and services

(3) Human Resources

· Hiring, training, promoting the employees

(4) Production

· Creates finished goods and services

(5) Research

· Identifies, investigates, and develops new products and services

b) Management Levels
· Most people in an organization are NOT managers

· The managers do the PLOC – planning, leading, organizing, and controlling.

· Typical management levels include:

(1) Supervisors

· Manage and monitor non management employees

· Responsible for operational matters

· Monitor day to day matters

(2) Middle management

· Deal with control, (tactical) planning and decision making

· They implement the long term goals of the organization

(3) Top management

· Focus on long range planning (aka strategic planning).
· Need to plan for future growth and direction of organization

c) Information Flow
· Top management needs summarized information

· They also need information from outside the firm.

· Mid level managers need summarized data for shorter time periods: weeks or months

· They also need budget projections as well as ways to evaluate the performance of supervisors.

· Information needs to flow horizontally: from function to function

· Information also needs to flow vertically – from the non-management employees all the way to the top managers.

D. Computer-based Information Systems pg 306
· Almost all organizations have computer-based information systems.

· They may have different names for these systems, but they fall into the following categories:

a) ESS (aka EIS)
· Executive Information Systems (aka Executive Information Systems)

· Interface is easy to use

· Information is highly summarized

· Helps to oversee entire company’s operations and to develop strategic plans

· Combine internal data from TPS and MIS with external data

b) DSS

· Decision Support System

· A flexible tool for analysts

· Helps middle level managers and others to analyze a wide range of problems, such as the effectiveness of events and trends outside the organization

· DSS pulls information from TPS system

c) MIS

· Management Information System

· Summarizes the TPS data

· Provides standardized reports to middle management

· Such reports may include weekly sales and production schedules

d) TPS

· Transaction Processing Systems

· Records the day to day transactions such as customer orders, bills, inventory levels, and production output.

· Helps supervisors by generating databases that act as the foundation for other information systems

E. Transaction Processing Systems pg 308

· TPS helps an organization keep track of routine operations and records these events in a database
· TPS are also called Data Processing Systems (DPS)

· Data from the TPS is summarized and used in MIS, DSS, and ESS systems

· An organization’s accounting system is an example of a TPS, and would include the following components:
1. Sales order processing

· Records the customer requests for the goods and services

2. Accounts receivable

· Records the money received from or owed by the customers

3. Inventory and purchasing

· The parts and finished goods a company has in stock

· An inventory control system keeps records with the number of each kind of part or finished good that is stored in a warehouse

· Purchasing is the buying of materials and services

· A purchase order is often used to buy something

4. Accounts payable

· Refers to money owed by the company to its suppliers for the goods and services they have purchased

5. Payroll

· Concerned with calculating employee paychecks

6. General Ledger

· Trans all summaries of the transactions going into the other modules

· Information from the General Ledger is used to prepare the Income Statements and Balance Sheets

· Income statement shows the company’s performance – income minus expenses – over a period of time (month, quarter, year)

· Balance sheet shows the company’s financial condition – assets and how they are funded – what they own, and how they have paid for it

F. Management Information Systems pg 309

· A computer-based information system that produces standardized reports in summarized structured form.

· It is used to support middle managers

· Differs from TPS in that a TPS creates a database, and an MIS uses it

· MIS requires a database that it can query and summarize the data

· MIS reports are often categorized as:
1. Periodic reports

· Produced at regular intervals – weekly, monthly, quarterly, yearly

· Example: monthly sales and production reports

2. Exception reports

· Call attention to unusual events

· Example: sales report showing items significantly above or below forecasts

3. Demand reports

· The opposite of a periodic report – it’s produced on request

· Example: report on the numbers and types of jobs held by women and minorities

G. Decision Support Systems pg 310

· Enable managers to get answers to unexpected and generally nonrecurring kinds of problems, such as how a strike might affect production schedules

· Group Decision Support Systems (GDSS) are sometimes created to help a team that is put in charge of such problems

· DSS are quite different from TPS and MIS systems

· DSS is used to analyze data – it produces reports that don’t have fixed formats, therefore it’s a flexible tool for analysis.

· DSS systems typically have four parts:
1. The user

· Typically a middle level manager who has to make the decision

2. System Software

· Typically a PC based system for an easy interface

3. Data

· Typically stored on a database and consists of two sources:

· Internal data – from within the organization, often from the TPS systems

· External data – from outside the organization, often from market research firms, US government agency reports, etc.

4. Decision models

· Three basic types including:

· Strategic models: help top level execs in long range planning such as stating objectives or planning plant locations

· Tactical models: help mid level managers control the work of the organization such as financial planning or sales promotion planning

· Operational models: help lower level managers accomplish day to day activities such as evaluating and maintaining quality control

H. Executive Support Systems pg 312

· Consist of sophisticated software that, like an MIS or DSS, can present, summarize, and analyze data from an organization’s databases.

· ESS is specially designed to be easy to use, so top level execs don’t have to spend their precious time in training.

· Typical system may give a top executive a “snapshot” of the company’s performance in the major functional areas (accounting, marketing, etc.)

· Typical functions also include direct links to other key executives, pulling information from external financial databases, news tickers, etc.

I. Other Information Systems pg 313

· Fastest growing types of systems are those to support information workers.

· Information workers distribute, communicate, and create information – secretaries, clerks, engineers, scientists, etc.

· Some are called data workers: they distribute and communicate information e.g. secretaries

· Others are called knowledge workers: they create information e.g. engineers and scientists

1. Office Automation Systems (OAS)

· These systems focus on managing documents, communicating, and scheduling.

· Project managers are programs designed to schedule, plan, and control project resources, e.g. Microsoft Project

· Videoconferencing systems are used to communicate at various geographic locations

2. Knowledge Work Systems

· Knowledge workers use OAS systems

· Also use KWS systems to create the information in their area of expertise.

· Example is an engineer who uses a CAD/CAM system – Computer Aided Design/Computer Aided Manufacturing system



J. Using  IT At DVD Direct – A Case Study pg 314
· This section briefly describes DVD Direct, a factitious organization, to demonstrate how information systems are used by a business.

· Use the Computing Essentials CD to follow this case



K. A Look to the Future pg 315
· Information Overload:

· This section has students look at the idea of being overloaded with computing technology.

· A number of tips to control e-mail overload include:

(1) Be selective

(2) Remove email

(3) Protect your address

(4) Be brief

(5) Stop spam

(6) Don’t respond to unwanted email

L. Visual Summary at a glance – Information Systems pg 316
1. Information Flow

a) Functions

(1) Accounting

(2) Marketing

(3) Production

(4) Human Resources

(5) Research

b) Management Levels

(1) Top-level

(2) Middle-level

(3) Supervisors

2. Information Systems

a) Transaction Processing Systems

b) Management Information Systems

c) Decision Support Systems

d) Executive Support Systems

e) Other systems

(1) Office Automation Systems (OAS)

(2) Knowledge Work Systems (KWS)

M. Key Terms pg 318
	1
	accounting
	
	302
	business function to record and track a company's financial transactions

	2
	accounts payable
	
	308
	the money a business owes to suppliers of goods and services they have purchased

	3
	accounts receivable
	
	308
	the money owed to a business from their customers

	4
	balance sheet
	
	309
	financial statement listing a company's assets, liabilities, and equity

	5
	computer aided design/computer aided manufacturing
	CAD/CAM
	314
	system used to electronically design products, and send that information for production on the shop floor

	6
	data
	
	311
	the raw, unprocessed facts such as text, numbers, images, and sounds that a computer can process

	7
	data processing system
	DPS
	308
	aka TPS, it tracks all the transactions an organization conducts as they do business

	8
	data worker
	
	313
	an information worker who distributes and communicates information, e.g. secretary or clerk

	9
	decision model
	
	311
	part of a DSS to include the guidelines, standards, and rubrics for deciding what action to take

	10
	decision support system
	DSS
	307
	a computer-based information system using unstructured data to support mid level management decisions

	11
	demand report
	
	310
	the opposite of a periodic report, it is produced only when requested

	12
	exception report
	
	310
	report that highlights performance way above or below a set standard

	13
	executive information system
	EIS
	307
	a computer-based information system designed for an organizations top execs providing summarized internal & external data

	14
	executive support system
	ESS
	307
	a computer-based information system designed for an organizations top execs providing summarized internal & external data

	15
	external data
	
	311
	information from outside the organization

	16
	general ledger
	
	309
	an accounting record of all a company's financial transactions

	17
	group decision support system
	GDSS
	310
	a DSS for a team put in charge of a particular one time problem

	18
	human resources
	
	304
	functional area responsible for hiring, training, retaining, and retiring employees

	19
	income statement
	
	309
	financial statement listing a company's income and expenses for a set period of time

	20
	information worker
	
	313
	typically non management employees responsible for creating, distributing, and communicating information 

	21
	internal data
	
	311
	the information generated by an organization from within 

	22
	inventory
	
	308
	tracking the parts, supplies, and finished goods a company uses to make their products and services

	23
	inventory control system
	
	308
	computer system designed to track an organization's inventory - incoming orders, quantity on hand, and disbursals

	25
	knowledge work system
	KWS
	314
	computer system designed to aid employees that create information, e.g. a CAD/CAM system

	24
	knowledge worker
	
	313
	employee that creates information, e.g. an engineer or scientist

	26
	management information system
	MIS
	307
	a computer-based information system that summarizes TPS data into standardized management reports

	27
	marketing
	
	304
	functional area responsible for selling an organizations goods or services

	28
	middle management
	
	304
	management level responsible for tactical execution, e.g. a department head

	29
	office automation system
	OAS
	314
	computer system used to distribute and communicate information, e.g. project management, videoconferencing

	30
	operational model
	
	311
	rules and guidelines to help lower level managers to make day to day decisions

	31
	payroll
	
	308
	accounting function to pay employees for the work that they have done

	32
	periodic report
	
	310
	report produced every week, month, quarter, year

	33
	production
	
	304
	functional area responsible for creating an organization's goods or services

	34
	project manager
	
	314
	software used to track progress on a project, e.g. Microsoft Project

	35
	purchase order
	
	308
	form used to order goods or services from another organization

	36
	purchasing
	
	308
	functional area responsible for acquiring the resources an organization needs to operate

	37
	research
	
	304
	functional area responsible for developing new goods and services

	38
	sales order processing 
	
	308
	accounting activity that records customer requests for the company's products or services

	39
	strategic model
	
	311
	component of a DSS system to assist in top level decisions

	40
	supervisor
	
	304
	a low level manager

	41
	system software
	
	311
	component of a DSS to create an interface for the computer hardware

	42
	tactical model
	
	311
	component of a DSS system to assist mid level managers

	43
	top management
	
	304
	an organization's top executives, responsible for making long term, strategic decisions for the firm

	44
	transaction processing system
	TPS
	307
	computer-based information system that records the day to day operational data

	45
	user
	
	311
	a person using a computer based system

	46
	videoconferencing system
	
	314
	one type of OAS system for communicating via telephones and cameras


N. Chapter Review pg 319
1. Crossword

a) Across

	4
	EXECUTIVE SUPPORT SYSTEM
	PG 307

	5
	INFORMATION WORKER
	PG 313

	8
	MARKETING
	PG 304

	9
	TACTICAL MODELS
	PG 311

	11
	PRODUCTION
	PG 304

	13
	RESEARCH
	PG 304

	14
	TOP MANAGEMENT
	PG 304

	20
	ACCOUNTS PAYABLE
	PG 308

	22
	PURCHASING
	PG 308

	26
	USER
	PG 311

	27
	PROJECT MANAGER
	PG 314

	28
	DATA WORKER
	PG 313

	29
	STRATEGIC MODELS
	PG 311

	30
	DATA PROCESSING SYSTEM
	PG 308


b) Down

	1
	PERIODIC REPORT
	PG 310

	2
	GENERAL LEDGER
	PG 309

	3
	SYSTEM SOFTWARE
	PG 311

	6
	MIDDLE MANAGEMENT
	PG 304

	7
	DECISION SUPPORT SYSTEM
	PG 307

	10
	INVENTORY
	PG 308

	12
	PAYROLL
	PG 308

	15
	EXCEPTION
	PG 310

	16
	HUMAN RESOURCE
	PG 304

	17
	EXTERNAL DATA
	PG 311

	18
	ACCOUNTING
	PG 302

	19
	KNOWLEDGE WORKER
	PG 313

	21
	BALANCE SHEET
	PG 309

	23
	INCOME STATEMENT
	PG 309

	24
	DEMAND REPORT
	PG 310

	25
	SUPERVISOR
	PG 304


2. Multiple Choice

	1
	B
	Information system
	Pg 301

	2
	A
	Income statements, balance sheets
	Pg 309

	3
	C
	Data workers
	Pg 313

	4
	D
	Data processing system
	Pg 308

	5
	D
	Accounting
	Pg 308

	6
	E
	Human Resources
	Pg 304

	7
	B
	Operational models
	Pg 311

	8
	A
	Office Automation Systems
	Pg 314

	9
	D
	Knowledge workers
	Pg 313

	10
	D
	Supervisor
	Pg 305


3. Matching

	TERM
	MATCH
	NUMBER
	HINT
	PAGE

	supervisor
	R
	1
	Manager responsible for administration and monitoring workers
	304

	research department
	P
	2
	Department that identifies, investigates, and develops new products and services
	304

	transaction processing system
	T or C
	3
	System that records day-to-day transactions
	307

	MIS
	L
	4
	Computer-based information system that produces standardized reports in summarized, structured form
	307

	EIS
	E
	5
	Sophisticated software that can draw together data from an organization's databases in meaningful patterns
	307

	DPS
	C or T
	6
	Transaction processing system that keeps track of routine operations and records these events in a database
	308

	inventory
	J
	7
	The parts and finished goods that a company has in stock
	308

	purchasing
	O
	8
	Buying of raw materials and services
	308

	payroll
	M
	9
	Activity concerned with calculating employee paychecks
	308

	general ledger
	H
	10
	Activity that produces income statements and balance sheets based on all transactions of a company
	309

	periodic report
	N
	11
	Report generated at regular intervals
	310

	exception report
	F
	12
	Report that calls attention to unusual events
	310

	demand report
	B
	13
	The opposite of a scheduled report
	310

	DSS
	D
	14
	Flexible tool for analysis that helps managers make decisions about unstructured problems
	307

	GDSS
	G
	15
	System used to support the collective work of a team addressing large problems
	310

	internal data
	I
	16
	Data gathered from within an organization
	311

	strategic models
	Q
	17
	Models that assist top-level managers in long range planning
	311

	tactical models
	S
	18
	Models that help middle-managers control the work of the organization
	311

	knowledge workers
	K
	19
	Individuals involved in the creation of information
	313

	computer aided design (CAD)
	A
	20
	Type of program that integrates design and manufacturing activity
	314


4. Open-ended

a) Name and discuss the five common departments explained in the chapter.

· Accounting: tracks all the financial transactions

· Marketing: handles selling and distribution of goods

· Human Resources: finds, trains, and retains employees

· Production: creates the goods & services

· Research: develops new goods & services

· See pages 302-304
b) Discuss the roles of the three kinds of management in a corporation.  What is information flow?  How does this concept relate to the various managerial roles?

· The three management levels include:

· Top management: responsible for long term direction

· Mid level: responsible for tactical execution

· Low level: oversee day to day operations

· Information flow is the horizontal and vertical dissemination of information in an organization

· Typically information flows towards the top of the organization, and then back down, but it also flows between functions horizontally.

· See page 304
c) What are the four kinds of computer-based information systems?  What kind of employee is each designed to assist?

· TPS – Transaction Processing System designed to capture low level, day to day operational data for use in management reports

· MIS – Management Information System summarizes TPS data on a regular basis for use by mid level managers

· DSS – Decision Support System may use TPS data, but the focus is on unstructured, non recurring business problems

· ESS – Executive Support Systems feature highly summarized internal and external data for use by the organization’s highest executives

· See page 307
d) How are managerial reports utilized?  Describe the different reports and their roles in managerial decision making.

· Managerial reports are used to justify business decisions.

· Three common categories of reports include:

· Periodic reports – those produced on a fixed schedule

· Exception reports – those highlighting extraordinary performance

· Demand reports – those requested on a one time or random basis

· See page 310
e) What is the difference between an office automation system and a knowledge work system?  Who is more likely to use each one?  What is the difference between data workers and knowledge workers?

· OAS are used by data workers – those who distribute and communicate information, and are sometimes used by other employees (knowledge workers and management staff)

· KWS are used by knowledge workers – those who create information, e.g. engineers and scientists

· See page 313
O. Using Technology pg 322
1. Online Personal Information Managers
· This section has students research PIM systems that can be accessed on line, focusing on the advantages and disadvantages of using them for business
2. Knowledge Work Systems
· This section refers you to the text’s website to learn more about software that monitors traffic on a web server.

P. Expanding Your Knowledge pg 323
1. Computing Essentials CD

· Encourages students to research websites such as NETFLIX, which offers movies via the Internet

2. Executive Support Systems
· Have students search the web to find information about three different ESS systems.

· For example, the text has a screen shot of http://www.meditech.co.za
Q. Building Your Portfolio pg 324
1. Office Automation Systems
· Students are asked to write a one page paper titled “Office Automation Systems” and answer questions discussed in the text, such as a) Define and describe an Office Automation System, etc.
2. Identity Theft
· Students are asked to write a one page paper about identity theft.

· This seems to work better with the previous chapter, Chapter 10 on Privacy and Security

II. Concept Checks at a glance
A. Ch 11 pg 306

1. What are the five basic functions within an organization?

a) Accounting

· Records all financial activity from billing customers to paying employees

b) Marketing

· Plans, prices, promotes, sells, and distributes the goods and services

c) Human Resources

· Hiring, training, promoting the employees

d) Production

· Creates finished goods and services

e) Research

· Identifies, investigates, and develops new products and services

2. What are the three levels of management?  Discuss each level.

· Most people in an organization are NOT managers

· The managers do the PLOC – planning, leading, organizing, and controlling.

· Typical management levels include:

a) Supervisors

· Manage and monitor non management employees

· Responsible for operational matters

· Monitor day to day matters

b) Middle management

· Deal with control, (tactical) planning and decision making

· They implement the long term goals of the organization

c) Top management

· Focus on long range planning (aka strategic planning).

· Need to plan for future growth and direction of organization

3. Describe the flow of information within an organization.

· Top management needs summarized information

· They also need information from outside the firm.

· Mid level managers need summarized data for shorter time periods: weeks or months

· They also need budget projections as well as ways to evaluate the performance of supervisors.

· Information needs to flow horizontally: from function to function

· Information also needs to flow vertically – from the non-management employees all the way to the top managers.

B. Ch 11 pg 307

1. What are the four most common computer-based information systems?  Describe each.

a) ESS (aka EIS)

· Executive Information Systems (aka Executive Information Systems)

· Interface is easy to use

· Information is highly summarized

· Helps to oversee entire company’s operations and to develop strategic plans

· Combine internal data from TPS and MIS with external data

b) DSS

· Decision Support System

· A flexible tool for analysts

· Helps middle level managers and others to analyze a wide range of problems, such as the effectiveness of events and trends outside the organization

· DSS pulls information from TPS system

c) MIS

· Management Information System

· Summarizes the TPS data

· Provides standardized reports to middle management

· Such reports may include weekly sales and production schedules

d) TPS

· Transaction Processing Systems

· Records the day to day transactions such as customer orders, bills, inventory levels, and production output.

· Helps supervisors by generating databases that act as the foundation for other information systems

2. Compare and contrast management information systems with decision support systems.

· Both systems pull information from Transaction Processing Systems (TPS)

· Management Information Systems (MIS) tend to be more structured, generating periodic reports rather than ad-hoc reports, such as a weekly sales summary

· Decision Support Systems (DSS) tend to include unstructured data, and are used to make decisions such as whether to open a new store, or how to identify trends.

C. Ch 11 pg 309

1. What is the purpose of a transaction processing system?

· TPS helps an organization keep track of routine operations and records these events in a database

· TPS are also called Data Processing Systems (DPS)

· Data from the TPS is summarized and used in MIS, DSS, and ESS systems

2. Describe the six activities of a TPS for accounting

· An organization’s accounting system is an example of a TPS, and would include the following components:

a) Sales order processing

· Records the customer requests for the goods and services

b) Accounts receivable

· Records the money received from or owed by the customers

c) Inventory and purchasing

· The parts and finished goods a company has in stock

· An inventory control system keeps records with the number of each kind of part or finished good that is stored in a warehouse

· Purchasing is the buying of materials and services

· A purchase order is often used to buy something

d) Accounts payable

· Refers to money owed by the company to its suppliers for the goods and services they have purchased

e) Payroll

· Concerned with calculating employee paychecks

f) General Ledger

· Trans all summaries of the transactions going into the other modules

· Information from the General Ledger is used to prepare the Income Statements and Balance Sheets

· Income statement shows the company’s performance – income minus expenses – over a period of time (month, quarter, year)

· Balance sheet shows the company’s financial condition – assets and how they are funded – what they own, and how they have paid for it

D. Ch 11 pg 310

1. What is the purpose of a management information system?

· A computer-based information system that produces standardized reports in summarized structured form.

· It is used to support middle managers

· Differs from TPS in that a TPS creates a database, and an MIS uses it

· MIS requires a database that it can query and summarize the data

2. Describe the three common categories of MIS reports.

a) Periodic reports

· Produced at regular intervals – weekly, monthly, quarterly, yearly

· Example: monthly sales and production reports

b) Exception reports

· Call attention to unusual events

· Example: sales report showing items significantly above or below forecasts

c) Demand reports

· The opposite of a periodic report – it’s produced on request

· Example: report on the numbers and types of jobs held by women and minorities

E. Ch 11 pg 311

1. What is the purpose of a decision support system?

· Enable managers to get answers to unexpected and generally nonrecurring kinds of problems, such as how a strike might affect production schedules

· Group Decision Support Systems (GDSS) are sometimes created to help a team that is put in charge of such problems

· DSS are quite different from TPS and MIS systems

· DSS is used to analyze data – it produces reports that don’t have fixed formats, therefore it’s a flexible tool for analysis.

2. Describe the parts of a DSS.

· DSS systems typically have four parts:

a) The user

· Typically a middle level manager who has to make the decision

b) System Software

· Typically a PC based system for an easy interface

c) Data

· Typically stored on a database and consists of two sources:

· Internal data – from within the organization, often from the TPS systems

· External data – from outside the organization, often from market research firms, US government agency reports, etc.

d) Decision models

· Three basic types including:

· Strategic models: help top level execs in long range planning such as stating objectives or planning plant locations

· Tactical models: help mid level managers control the work of the organization such as financial planning or sales promotion planning

· Operational models: help lower level managers accomplish day to day activities such as evaluating and maintaining quality control

F. Ch 11 pg 313

1. What is the purpose of an executive support system?

· Consist of sophisticated software that, like an MIS or DSS, can present, summarize, and analyze data from an organization’s databases.

· ESS is specially designed to be easy to use, so top level execs don’t have to spend their precious time in training.

· Typical system may give a top executive a “snapshot” of the company’s performance in the major functional areas (accounting, marketing, etc.)

· Typical functions also include direct links to other key executives, pulling information from external financial databases, news tickers, etc.

2. How is an ESS similar to and different from an MIS or DSS?

· Similar in the sense that it summarizes detail information

· Different in that it summarizes it at a much higher level, and it typically brings in lots of external information.

G. Ch 11 pg 314

1. What is an information worker?

· They distribute, communicate and create information

· Examples include secretaries, clerks, engineers, scientists, etc. (typically non management employees)

2. Who are data workers?  What type of information system is designed to support them?

· Data workers distribute and communicate information, e.g. secretaries and clerks

· OAS – Office Automation Systems are designed to help them.  For example, they may use project management software, or videoconferencing systems

3. Who are knowledge workers?  What type of information system is designed to support them?

· Knowledge workers create information, e.g. engineers and scientists

· They often use OAS systems

· They also use KWS – Knowledge Work Systems e.g. CAD/CAM by engineers to draw and produce new products

III. List of Figures at a glance
· Ch 11 pg 302 figure 11-1 At HealthWise manufacturing organizational flow makes managing operations flow smoothly.

· The chapter uses the company name HealthWise to represent a hypothetical manufacturer of sporting goods

· The photo is of an employee sanding a surfboard, part of the manufacturing process.

· Ch 11 pg 303 figure 11-2 the five functions of an organization

· Image showing the relationship of the five key functions in an organization, including:

· Accounting

· Marketing

· Human Resources

· Production

· Research

· Ch 11 pg 305 figure 11-3 Three levels of management

· Graphic showing the three management levels with a short description of each including:

· Top managers: long range planning – vision for the organization

· Middle managers: tactical planning – how to get things done

· Supervisors: operational planning – controlling day to day operations

· Ch 11 pg 305 figure 11-4 Supervisors monitor day to day events

· Photo showing several employees talking, presumably one of them is a supervisor

· Ch 11 pg 306 figure 11-5 Information flow within the organization

· Graphic demonstrating how information flow from bottom to the top, and back down again

· Top mgt flow is vertical, horizontal, and external

· Middle mgt flow is vertical and horizontal

· Supervisory flow is primarily vertical

· Ch 11 pg 306 figure 11-6 Top-level managers handle both vertical and horizontal information flow

· Photo of top level executives presumably discussing strategy in a board room

· Ch 11 pg 307 figure 11-7 Four kinds of computer-based information systems

· Graphic listing types of systems as well as how they relate to the three management levels.  These systems (starting from the top to the lower management levels include:

· Executive support systems (ESS) – top level

· Decision support systems (DSS) – mid level

· Management information systems (MIS) – mid level

· Transaction processing systems – lower level

· Ch 11 pg 308 figure 11-8 Transaction processing system database

· Image of an older “disk pack” representing a database used to store transactions such as customer orders, inventory changes, etc.

· TPS systems store huge amounts of data at a very “low level”, and it needs to be summarized into reports to make it easier to analyze.

· Ch 11 pg 308 figure 11-9 Transaction processing system for accounting

· Diagram showing some of the key components of an accounting transaction processing system, including modules for

· Sales order processing

· Accounts receivable

· Inventory and purchasing

· Accounts payable

· Payroll

· And all of these feed into the General Ledger

· Ch 11 pg 309 figure 11-10 Customer orders are sent to the warehouse via sales order processing

· Photo of people presumably purchasing something on line

· Once the order is made, a series of transactions must be completed in order to fulfill the order, including

· Checking inventory to see if the product is in stock

· If not in stock, a production order is issued

· The item is shipped, so shipping transactions need to be completed

· The customer needs to be billed

· The customer sends payment, and the payments are recorded

· Ch 11 pg 309 figure 11-11 Inventory control systems manage the merchandise in a warehouse

· Photo of boxes in a warehouse, presumably to show how chaotic things would be without computerized systems to help manage the information flow of data.

· Ch 11 pg 310 figure 11-12 Management information system report

· Image showing a sample of the type of report you’d get from an MIS system, e.g. a Regional Sales Report showing sales, the target, and the difference

· This kind of report would likely be produced on a periodic basis, such as each week, month, quarter, and/or year

· Ch 11 pg 310 figure 11-13 Reports can be shared by regional managers with a management information system

· Photo of a person looking over a report, presumably a manager looking at some type of report produced by an MIS system

· Rather than being printed, these are often distributed on line via an organization’s intranet, speeding up the information flow

· Ch 11 pg 311 figure 11-14 Decision support system query results for Sales < Quota

· Screen shot of a Microsoft Access database, showing how you can create a query that builds an “exception” report, in this case, sales in territories that have fallen below quota.  A manager could then decide what type of action they want to pursue to reverse this trend.

· Ch 11 pg 312 figure 11-15 ESS is designed for the executive

· A photo of a person looking at a computer screen, presumably a top executive looking at information generated via the ESS

· Typical information from an ESS is likely to be highly summarized, and tied in with information gathered from outside the firm (external information) to look for competitive threats.

· Ch 11 pg 312 figure 11-16 Opening screen for an executive information system

· Ch 11 pg 312 figure 11-17 Graphic representation of Past Due Accounts

· These figures go together, demonstrating how a top level executive can choose various reports from an easy to use interface, and view the data both numerically and in graphic form

· Ch 11 pg 313 figure 11-18 Summary of information systems

· Table listing the key computer-based information systems including:

· TPS

· MIS

· DSS

· ESS

· Ch 11 pg 313 figure 11-19 Secretaries and clerks are data workers

· Photo of an employee answering a telephone

· Ch 11 pg 314 figure 11-20 Videoconferencing: Individuals and groups can see and share information

· Photo of employees participating in a videoconference, a type of office automation system (OAS)

· Ch 11 pg 314 figure 11-21 CAD/CAM: Knowledge work systems used by design and manufacturing engineers.

· Photo of employees using a CAD/CAM system, a specialized system for Computer Aided Design/Computer Aided Manufacturing.  The engineers can go directly from design to the manufacturing floor to test out new designs, saving time over the old process of drawing blueprints and walking them down to the production shop floor.
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