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Topic 2: Global e-business and collaboration 

 

Learning Outcomes 

By the end of this topic, you should be able to: 

• Understanding the changing nature of information and data management systems. 

 

2.1 Business processes and information systems 

Every business task requires decision making and for each decision making, different pieces of 

information is collated to make the best decision. Business processes are the different activities 

which are carried out in the business in different departments to produce goods and services. 

In carrying out these processes, there is information about products to be produced, and in what 

quantities and for whom which are sent across the different units in the organisation.  

 

The business performance is dependent on how these functions are designed and coordinated. 

An organisation’s processes consequentially affect innovations, the potential competitive 

capacity far ahead of the competitors. Knowledge sharing then becomes important given that 

a lot of the activities affect each other though some can be bigger than others. For example, the 

sales department can receive, an order and process it with another unit to confirm payment 

through the finance department. Then after these confirmations, the shipping is carried out by 

another department. Such is the interdependency of the units. All these are constantly requiring 

departments to be coordinating.  

 

Department/Functional area Business processes 

Production Assembling the product 

Quality assessment 

Raw material requirements 

Sales and Marketing Customer identification 

Awareness of the product to the customers 

Brand presence 

Selling distribution 

 

Finance Paying whatever is owed 

Accounting for the sales receipts 



Managing the entire cashflows 

Human resources Hiring the right talent 

Evaluating employee performance 

Forecasting skills needs 

 

 

Information systems enhance execution of the processes 

Information systems can help automate the coordinated processes, for example from accepting 

a sales order, updating the payment receipt with finance, updating the inventory after the order 

has been dispatched all which can otherwise be done manually. If you look closely, all that’s 

happening is the transfer of information from one department to another. Today’s technology 

can do much more, facilitating the flow of this information and enabling the realtime sharing 

of these updates reducing delays in decision making. An analysis of the arrangement of these 

different tasks (business process analysis) and activities helps to understand an organisation’s 

business model which in turn enables the identification of potential areas of improvement by 

upgrading the design or removing duplicated tasks. In the end, the coordination of the tasks 

becomes much more effective cutting unnecessary costs and delays for delivering value. 

 

2.2 Maximizing IS in enhancing business value creation. 

All businesses have different functional units doing specific tasks which are essential for 

supporting each other. For example, a typical business is organised into Sales and Marketing, 

Finance, Human Resources (or People and Talent), Information Technology, Production 

(Manufacturing) and so forth.  A few years ago, businesses relied on specialised functional 

systems for example a system for Finance and accounting, then another separate system for 

Human Resources. The application of such technologies made the sharing of data and 

important information possible as these were mostly incompatible to each other, they could not 

communicate with each other efficiently. In recent times, organisations have replaced these 

with cross functional systems which integrate the different specialised components on one 

system. The next section identifies these different systems and the decision-making they 

support. 

 

2.2.1 Systems for different decision makers 

A business entity is organised into different functional units, all with different decision-making 

levels. Each management group or decision-making level within that functional unit requires 



specific information to aid in making better judgements associated with the group’s 

responsibilities. The following section identifies different systems and describes the support 

they offer. 

 

2.2.1.1 Transaction processing systems 

Operational managers are concerned with making short term decisions that have a very short 

planning and implementing horizon. As such the information they need is routine and basic to 

the day-to-day operations of the business. Thus, the performance goals are related to 

monitoring daily transactions, activities which include sales monitoring, receipts, cash 

deposits, payroll payments and the flow of materials in the production process.  

A transaction processing system (TPS) supports these needs by recording daily and updating 

routine tasks represented by transactional information as they occur. The system collects or 

generates sales orders, payrolls, order delivery tracking, flight reservation returns. The nature 

of the record depends on the business’ core activities. This system enables the automation of 

routine and repetitive tasks and answers questions such as, how much inventory is left of an 

item? was the Mr. Zhou’s payment received? Decisions made at this level are very structured 

and routine suitable for low level managers and supervisors. 

 

2.2.1.2 Business intelligence systems 

The next level of decision makers is concerned with decisions that are of a longer planning and 

execution horizon typical for middle and senior level managers. Business intelligence is a term 

to describe data driven support in decision making. The term includes tools, technologies that 

helps managers collect, analyse and present insights to support in decision making. There are 

two types of business intelligence systems which can be considered: Management information 

systems and Decision support systems. 

 

 Management information systems has a classification for ISs which assist middle managers 

in carrying out their responsibilities by monitoring, controlling and predicting future outcomes. 

This branch of MIS aggregates information from the TPS, delivering it online presenting 

futuristic scenarios that help middle managers better prepare for future uncertainties. 



 

Figure 0.1 Example of an MIS output 

The MIS uses simple mathematical operations such as sum, multiplication making comparisons 

for planned and actual performance. 

 

Decision support systems (DSS) are the other type of business intelligence systems concerned 

with helping solve challenges for non-routine and constantly changing tasks for which there is 

a complexity on the relationship of the issues considered in decision making. There is increased 

uncertainty on the nature of the challenges themselves such that they are difficult to 

predetermine with certainty. The examples of questions they answer are what would happen to 

the production requirements if sales were forecasted to triple in September? DSSs combine 

both internal and external information especially from stakeholders. Incorporating such data 

sources implies that DSS are sophisticated having advanced statistical and mathematical 

models to predict the possible outcomes. 

 

 

Executive support systems are the last type of business intelligence systems addressing the 

needs of senior management. The responsibility of senior management is on long term planning 

based on forecasting long term trends within and outside of the business environment. The 

questions they ask are what are consumption patterns most likely look like in four years and 

how can our business respond to that? Such questions are answered by highly subjective 



answers. The relationships analysed to arrive at a decision are ambiguous and are more likely 

than not to change in a totally different direction because of time and other factors. The 

decisions are non-routine and are for very ambiguous and uncertain circumstances, making 

them highly unstructured. In the last instance of sales tripling in September, the business would 

have forecasted economic growth and high demand for the product maybe based on seasonal 

changes and high consumption driven by clients having higher disposable incomes from tax 

cuts. Such additional details are coming from the external environment yet affecting how the 

business will make its decisions now. ESS uses graphs through interfaces or dashboards 

incorporating data aggregated from MIS and DSS together with tax, legislation and possibly 

economic data. 

 

2.2.1.3 Systems that connect the enterprise: enterprise applications. 

Given these different systems, the level of integration required for them to communicate 

together is an important factor in deciding which technology to adopt. Many organisations have 

struggled with this question. Enterprise One solution has been to implement enterprise 

applications. Enterprise systems work across functional units integrating the group processes 

and tasks to provide flexibility and enhanced productivity of all the interrelated tasks. Overall, 

this enables an organisation to manage resources effectively while efficiently delivering value 

to customers. The next section provides possible alternatives on how the major four types of 

enterprise applications (Enterprise systems, supply chain management systems, customer 

relationship management systems and knowledge management systems) work. 

 

Enterprise systems (Also known as enterprise resource planning (ERP) systems) integrate all 

business tasks for all the functional units into one single software. All essential data from the 

different functions is collected for storage in one central data repository where each separate 

unit can have access of what is relevant to support their responsibilities. This means data from 

the when an order is generated up to when its fulfilled is all accessible by the finance team, 

dispatch and customer services. 

 

Supply Chain Management Systems (CM) are used to manage supplier relationships. These 

cover purchasing decisions, distribution and logistics enterprises share information on 

forthcoming orders, production (and requirements), inventory status so that raw materials and 

essential purchase decisions are made timeously to ensure the continuity of production and the 



business’ ability to minimise the stable availability of products and services in the market. The 

business is then able to source at the right price without interrupting the production process. 

This system is an example of an interorganisational system which automates the flow of data 

across different organisations.  

 

Customer relationship management (CRM) systems help a business manage its relationships 

with its customers. This management covers all customer related information to coordinate 

process that deal with a customer such as sales, services, marketing process to optimize revenue 

generation while achieving customer satisfaction and retention. The system helps to profile 

existing customers, help identify new ones, attract them and give attention to the most 

profitable ones so as to retain their preference of the business as a service provider.  

 

Knowledge management systems (KMS) enable a business to acquire, generate and process 

knowledge to better create and deliver value to customers better than its competition. This 

system is also concerned with ensuring better application of skills and expertise within the 

business, thus ensuring the maintenance of knowledge as an asset. 

 

2.3 Unpacking the role of collaboration platforms: work ecosystems. 

 

Collaboration is a term which describes how different teams and individuals work together to 

accomplish specific tasks. The call for collaboration in an organisation is a response for the 

much-preferred lean structured organisations that enable fast decision making especially in 

modern times where businesses comprise workers which are highly separated by distance and 

time in different geographical boundaries. In addition, companies are outsourcing services from 

cheap service providers not necessarily in their own countries. The collaboration engagement 

can be short term or long term, based on a project or other basis. Hence, it may result in one-

to-one working relationships or may-to-many working relationships depending on the mission 

or the task to be accomplished. The many reasons of why collaboration is now an essential 

business requirement include the following: 

 

Changing nature of work: Work and jobs are being designed in a different way from the times 

of the industrial revolution where departments were separate and distinct from each other with 

clear lines of separations. Modern jobs are designed with cross functional teams in mind. 

McKinsey reported an estimated 41% of jobs in the US where interaction is a necessity via 



email, presentations and other collective cross functional inputs. In addition, there are now gig-

workers largely freelancers who are hired only for short term assignments. 

 

The increase of professional roles. Professional roles demand significant education and 

diversified opinions to be effectively done with each expert bringing value from their 

experience and area of specialism.  

Shifting trends on how businesses are organised. The organisation of businesses is changing 

from hierarchical to flatter structures. In addition, there is an increasing role of cross functional 

teams as expertise has moved down the organisational chat. Professionals are now mostly right 

at the bottom. 

Firms are changing the scope of operations. Almost every business is now an international 

organisation, sourcing some form of services or products from some supplier beyond their local 

borders. Businesses are therefore managing international relationships symbolising a global 

presence of key stakeholders scattered everywhere depending on the type and size of business. 

The process workflows, job designs and expertise are therefore largely spatial and need systems 

designed to coordinate such spaced activities. 

The innovation requirement. Every business is eyeing continuous innovation. With this 

focus, every employee regardless of the department they are from are filling up a vacancy with 

an understanding that the value they bring includes some form of improvement whether of 

processes or products. To be able to do so, teams converge with an undertaking to collaborate 

the innovation process among groups and with key partners, wherever they are (internal or 

external). 

The working culture is changing. Studies are providing evidence of diverse teams as essential 

to contributing better outcomes. In addition, there are now new models of creating knowledge 

or raising funds through peer-to-peer platforms, otherwise known as crowdsourcing platforms. 

Businesses are crowdsourcing wisdom from their customers using feedback and ratings to 

improve processes and their product design. 

 

With all these changes, businesses therefore need to collaborate internally and externally by 

ensuring that meaningful conversations are carried out. These conversations have an intention 

of enhancing the business’ potential value creation streams and improving the existing business 

processes. The connecting piece in this concept is the transformation of every business into a 

social business, which exists in every social contexts where helpful conversations are 

happening. 



Conversations are amongst employees, with customers and suppliers, agencies enabling the 

business to access any form of business intelligence. Advocates of social businesses allude that 

businesses tuning into such conversations improve their relationships with customers, suppliers 

and employees levelling up the involvement to an emotional attachment of the business by 

these stakeholders. At such a level, the use of information has to be transparent with facts and 

opinions flawlessly being exchanges as openly as possible. The information exchanges happen 

at different platforms: 

 

• Social networks: Personal and business profiles enabled connections 

• Crowdsourcing: Centrally collect data to produce new ideas and business solutions 

• Shared workspaces: Collaborating in projects and cocreation processes 

• Blogs and wikis: Publicly avail and share current knowledge and experiences 

• Social commerce: Exchanging information and suggestions on purchasing 

• File sharing: Exchange of files of different nature videos, audios, comments and so 

forth 

• Communities: Topical discussion spaces open for the public to share expertise 

 

The benefits of a social business can be summarised as follows: 

 

 

 



 
Figure 0.2 Adapted from Laudon and Laudon, 2018 

A business which accommodates collaboration has its own requirements. These are structural 

(pertaining to how the firm is organised -structure) and the enabling technological tools. The 

relevance of these two is given in the figure below. 

 

 

Figure 0.3 The structure technology requirement 
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•More 
interactions 
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resolution. 
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isolation relies 
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individual's 
effort in solving 
business 
problems.

Quality

•A team working 
together can 
help each other 
correct errors 
quickly, covering 
the blind spots 
usually 
overlooked by 
an individual.

• The time to 
design and roll 
out is usually 
shorter than 
when an 
individual works 
alone.

Customer service

• The same 
problem solving 
problems take 
less time-this 
time specific to 
customer 
services, 
resulting in 
better reviews 
and reputation.

Innovation

•A team working 
together can 
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features, much 
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effectiveness 
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Slack etc
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innovation platforms: Uipath, 
Blue prism, Board 
members/Strategic 
assignments:  BoardEffect, 
Diligent Boards 

Technological 
tools



2.4 The New Look Information Technology(Or Systems) department: Connecting all 

the IS dots 

 

The previous discussions have identified the link between the business processes and how IS 

can be used to maximise the business value and lastly the role of collaboration in the new digital 

firm. At the heart of shaping the adopted technology and its changes is the Information 

Technology Department, whose role has been evolving over the last decade. Its core activity 

has consistently being to provide IS services- which includes, acquisition or development and 

maintenance of IS technology. 

 

The key experts comprise of specialists in the following: 

Programmers/Software engineers- these develop, manage and maintain the software 

applications. 

System analysts/Business analysts – carry out the liaison role between the technical experts 

and the functional needs. 

Chief Information Officer – oversees the information systems utilisation in the entire 

organisation. 

Chief Data/Digital officer- in charge of the enterprise-wide data governance (generation, 

access and use of data) and exploitation of information to ensure maximize return as data and 

information are assets. This role has arisen due to the advent of big data and as such the 

incumbent ensures the business units have the right technologies for data generation and 

analysis to aid in the business intelligence supporting better decision making.  

The new roles which have arisen in the last 5 years are as follows: 

• Cloud engineers 

• Data architects 

• Cloud services developer 

• Network specialists/Network engineers 

Check on IT Jobs: Career Options, Job Titles, and Descriptions (thebalancecareers.com) 

and see the new careers and what they do. 

 

Summary  

The backbone of an organization's operations is a computer system that consists of both 

hardware and software. An MIS collects data from numerous internet systems, analyses it, and 

reports it to help managers make decisions.

https://www.thebalancecareers.com/list-of-information-technology-it-job-titles-2061498
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SELF- ASSESSMENT 

 

Activity 1: Tutorial questions 

1.  How does a TPS (Transaction Processing System) enhance the value created by a 

business’ MIS and  decision making? 

2.  Most businesses employ somewhat a hierarchical structure. In what ways is such a 

structure not advantageous for a business requiring a collaborative business philosophy? 

3. Why should a business build an enterprise system? 

 

Podcast/Videos:  

Video 1: Inside the FedEx Express World Hub 

As a senior management consultant, you have been asked by FedEx to analyze the business 

operations at the Memphis Hub, in Tennessee, US. Assess the hub’s operations and answer the 

questions which follow:  

https://www.youtube.com/watch?v=v-Q7Tmw85Xs 

KEY TERMS 

✓ Business process ✓ Role of collaboration platforms 

✓ Business value creation ✓ New Look Information Technology 

https://www.youtube.com/watch?v=v-Q7Tmw85Xs
https://www.youtube.com/watch?v=v-Q7Tmw85Xs
https://www.youtube.com/watch?v=v-Q7Tmw85Xs


Questions: 

1. Describe the business processes and objectives which can be pointed out from the video? 

2. What are aspects of an enterprise system which can be applied to this business case? 

3. Discuss the benefits and challenges of such a system? 

 

Case study: Plan International 

Consider Plan International and its business case. As an external consultant, address the 

following questions as you begin to create a report on how to enhance its operations. 

1. What challenges are being faced by Plan International? How do these relate to any 

management, organisation and technology issues? 

2. What system can be implemented to help solve the challenges being faced by the 

organisation? 

Describe the types of systems used for the solution. 

3. Considering the human resources function, why is it a vital part of Plan International’s 

operations? 

4. How did the systems improve the operational efficiencies of the organisation? 

5. Were there any improvements in the decision-making processes? Justify your arguments 

by giving relevant examples cited in this case. 

 

Essay Questions 

Which collaboration tools are being utilised to create and deliver value by social businesses? 

How are the new tools affecting the way business create and deliver value? Use examples of 

companies such as Upwork or Crossover to identify the use case and see how these represent 

opportunities and challenges in the future. 

 


