10-2
Enterprise Applications and Business Process Integration
Chapter 10 
Chapter 10
Enterprise Applications and Business Process Integration
10-1


Chapter 10

Enterprise Applications and Business Process Integration

True-False Questions

	1. 
	Enterprise systems, supply chain management systems, and customer relationship management systems are types of major enterprise applications.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 330


	2. 
	A very high percentage of enterprise applications fail to deliver promised benefits or cost much more to implement than originally anticipated.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 332


	3. 
	The implementation of enterprise applications does not require extensive organizational change.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 332


	4. 
	Enterprise software allows data to be used by multiple functions and business processes for precise organizational coordination and control.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 333


	5. 
	One of the problems with enterprise software is that a company cannot rewrite the software to support the way their business processes work.

Answer:
 False
Difficulty:
Hard
Reference:
 p. 335


	6. 
	Companies can use state transition diagrams provided by the enterprise software to tailor a particular aspect of the system to the way it does business.

Answer:
 False
Difficulty:
Hard
Reference:
 p. 335


	7. 
	When doing business worldwide, enterprise-enabled organizations use enterprise systems to emphasize functional boundaries and deemphasize cross-functional coordination.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 336


	8. 
	Enterprise systems can improve management reporting and decision making.

Answer:
 True
Difficulty:
Easy
Reference:
 p. 336


	9. 
	Enterprise systems help create the foundation for a supply-driven organization.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 336


	10. 
	Primary advantages of enterprise systems include their ease of implementation and flexibility.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 337


	11. 
	One of the challenges associated with enterprise systems is realizing strategic value.

Answer: True
Difficulty:
Medium
Reference:
 p. 337


	12. 
	Enterprise systems require changes in business processes, organizational structure, and organizational culture.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 337


	13. 
	The costs of enterprise systems are moderate compared to the benefits they achieve, are not noticeable, and often incur political support.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 338


	14. 
	When building an enterprise system, the benefits are easily quantified at the beginning of the project.

Answer:
 False
Difficulty:
Easy
Reference:
 p. 338


	15. 
	The textbook cited a 2001 Conference Board report stating that 75 percent of the companies it studied failed to achieve their business objectives for at least 12 months after implementing enterprise systems.

Answer:
 False
Difficulty:
Hard
Reference:
 p. 338


	16. 
	There are companies that clearly do not need the level of integration provided by enterprise systems.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 338


	17. 
	Inefficiencies in the supply chain are caused by inaccurate information.

Answer:
 True
Difficulty:
Easy
Reference:
 p. 339


	18. 
	Supply chain inefficiencies can waste as much as 25 percent of a company’s operating costs.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 339


	19. 
	Leverage stock acts a buffer for the lack of flexibility in the supply chain.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 340


	20. 
	Ripple effect is the distortion of information about the demand for a product as it passes from one entity to the next across the supply chain.

Answer:
 False
Difficulty:
Medium
Reference:
 p.  340


	21. 
	Supply chain planning systems manage the flow of products through distribution centers and warehouses to ensure that products are delivered to the right locations in the most efficient manner.

Answer:
 False
Difficulty:
Hard
Reference:
 p. 341


	22. 
	Supply chain execution systems enable the firm to generate demand forecasts for a product and to develop sourcing and manufacturing plans for that product.

Answer:
 False
Difficulty:
Hard
Reference:
 p. 341


	23. 
	Supply chain planning systems and supply chain execution systems are two types of supply chain software.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 341


	24. 
	According to Marshall Fisher, functional products are offered by supermarkets and gasoline stations.

Answer:
  True
Difficulty:
Medium
Reference:
 p. 342


	25. 
	New clothing fashions are types of innovative products.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 342


	26. 
	Functional products have unpredictable demand, short product lifecycles, and high profit margins.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 342


	27. 
	Distribution management is one of the capabilities of supply chain execution systems.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 342


	28. 
	A metric is a standard measurement of performance.

Answer:
 True
Difficulty:
Easy
Reference:
 p. 343


	29. 
	Throughput is the total elapsed time to complete a business process.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 343


	30. 
	In the pre-Internet environment, supply chain coordination was hampered by the difficulties of making information flow smoothly among different internal supply chain processes.

Answer:
 True
Difficulty:
Easy
Reference:
 p. 343


	31. 
	In a push-based model, actual customer orders or purchases trigger events in the supply chain.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 347


	32. 
	In a pull-based model, production master schedules are based on forecasts of demand for products.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 347


	33. 
	Ultimately, the Internet could create a “digital logistics nervous system”, permitting simultaneous, multidirectional communication of information about participants’ inventories, orders, and capacities, and works to optimize the activities of individual firms and groups of firms interacting in e-commerce marketplaces.

Answer:
 True

Difficulty:
Hard
Reference:
 p. 347


	34. 
	Cross-selling markets complementary products to customers.

Answer:
 True
Difficulty:
Easy
Reference:
 p. 352


	35. 
	Loyalty rate is a measurement of the number of customers who stop using or purchasing products or services from a company.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 353


	36. 
	Benefits of effective customer relationship management systems include increased customer satisfaction, reduced direct marketing costs, and more effective marketing.

Answer:
 True
Difficulty:
Easy
Reference:
 p. 356


	37. 
	Single-channel customers are known to have a higher lifetime value than multichannel customers.

Answer:
 False
Difficulty:
Medium
Reference:
 p. 356


	38. 
	Many firms embracing CRM underestimate the extent to which every facet of the enterprise must be involved and integrated into the customer relationship.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 357


	39. 
	The new generation of extended enterprise applications are sometimes called XRP or ERP II.

Answer:
 True
Difficulty:
Medium
Reference:
 p. 360


	40. 
	An enterprise portal is a Web interface providing a single entry point for accessing organizational information and services, including information from various enterprise applications and in-house legacy systems so that information appears to be coming from a single source.

Answer:
 True
Difficulty:
Easy
Reference:
 p. 361



Multiple- Choice Questions
	41. 
	Which of the following is based on a suite of integrated software modules and a common central database?

a.
Enterprise systems

b.
Network operating systems

c.
Transaction processing systems

d.
Management information systems

e.
Decision support systems

Answer:
  a
Difficulty:
Medium
Reference:
 p. 332


	42. 
	A set of integrated software modules for finance and accounting, human resources, manufacturing and production, and sales and marketing that allows data to be used by multiple functions and business processes best describes:
a.
network operating system.

b.
enterprise software.

c.
collaboration software.

d.
application software.

e.
groupware.

Answer:
  b
Difficulty:
Medium
Reference:
 p. 333


	43. 
	Which of the following is not a major enterprise software vendor?

a.
SAP

b.
Oracle

c.
Baan

d.
PeopleSoft

e.
Intel

Answer:
  e
Difficulty:
Easy
Reference:
 p.  335


	44. 
	The most successful solutions or problem-solving methods for consistently and effectively achieving a business objective best describes:

a.
business module.

b.
formal system.

c.
business process.

d.
best practices.

e.
mission statement.

Answer:
  d
Difficulty:
Medium
Reference:
 p.  335


	45. 
	When tailoring a particular aspect of a system to the way a company does business, enterprise software can provide the company with:

a.
conversion manuals.

b.
project workbooks.

c.
data dictionaries.

d.
state transition diagrams.

e.
configuration tables.

Answer:
  e
Difficulty:
Medium
Reference:
 p. 335


	46. 
	After installing an Oracle enterprise system in 1999, Lucent Microelectronics Group shortened its processes that used to take 10 or 15 days to:

a.
less than 8 hours.

b.
8 days.

c.
5 days.

d.
between 1 and 2 days.

e.
24 hours.

Answer:
  a
Difficulty:
Medium
Reference:
 p. 336


	47. 
	Enterprise system challenges include:

a.
a daunting implementation process.

b.
surviving a cost-benefit analysis.

c.
inflexibility.

d.
realizing strategic value.

e.
All of the above

Answer:
  e
Difficulty:
Medium
Reference:
 p.  337


	48. 
	A Meta Group study cited in the textbook suggests that the average total cost of ownership of enterprise systems is:

a.
5 million dollars.

b.
1 million dollars.

c.
1.5 million dollars.

d.
15 million dollars.

e.
150 million dollars.

Answer:
  d
Difficulty:
Medium
Reference:
 p. 338


	49. 
	Which of the following is the reference model developed by the Supply Chain Council that defines a common set of supply chain processes to help companies better understand supply chain management issues and set goals for supply chain improvement?

a.
SCOR

b.
SCCM

c.
TCP/IP

d.
MRP

e.
PRKT

Answer:
  a
Difficulty:
Hard
Reference:
 p. 339


	50. 
	Which of the following is not a major supply chain process as defined by SCOR?

a.
Plan

b.
Acquire

c.
Source

d.
Make

e.
Deliver

Answer:
  b
Difficulty:
Hard
Reference:
 p. 339


	51. 
	Planning and control of all factors that will have an impact on transporting a product or service best defines:

a.
acquisition.

b.
research and development.

c.
logistics.

d.
procurement.

e.
scheduling.

Answer:
  c
Difficulty:
Medium
Reference:
 p. 339


	52. 
	According to SCOR, the source process:

a.
consists of processes associated with returning products or receiving returned products, including postdelivery customer support.

b.
consists of processes that provide finished goods and services to meet actual or planned demand, including order management, transportation management, and distribution management.

c.
consists of processes that transform a product into a finished state to meet planned or actual demand.

d.
consists of processes that procure goods and services needed to create a specific product or service.

e.
consists of processes that balance aggregate demand and supply to develop a course of action to meet sourcing, production, and delivery requirements.

Answer:
  d
Difficulty:
Medium
Reference:
 p. 339


	53. 
	A scheduling system for minimizing inventory by having components arrive exactly at the moment they are needed and finished goods shipped as soon as they leave the assembly line best describes:

a.
just-in-time.

b.
stockless inventory.

c.
ASAP inventory.

d.
replenishment-only inventory.

e.
perpetual inventory.

Answer:
  a
Difficulty:
Medium
Reference:
 p. 340


	54. 
	A distortion of information about the demand for a product as it passes from one entity to the next across the supply chain is called:

a.
bullwhip effect.

b.
ripple effect.

c.
replenishment effect.

d.
exponential effect.

e.
cumulative effect.

Answer:
 a
Difficulty:
Medium
Reference:
 p. 340


	55. 
	The central objective of supply chain management systems is:

a.
supply chain leverage.

b.
the creation of switching costs.

c.
far-reaching benefits.

d.
flexibility.

e.
information visibility.

Answer:
  e
Difficulty:
Medium
Reference:
 p. 341


	56. 
	Supply chain software can be classified as:

a.
supply chain source systems and supply chain recovery systems.

b.
supply chain make systems and supply chain delivery systems.

c.
supply chain return systems and supply chain make systems.

d.
supply chain planning systems and supply chain execution systems.

e.
supply chain sourcing systems and supply chain delivery systems.

Answer:
 d
Difficulty:
Medium
Reference:
 p. 339


	57. 
	Supply chain planning systems:

a.
track the physical status of goods.

b.
identify the transportation mode to use for product delivery.

c.
track the financial information involving all parties.

d.
track the management of materials.

e.
ensure that products are delivered to the right locations in the most efficient manner.

Answer:
  b
Difficulty:
Hard
Reference:
 p.  341


	58. 
	Supply chain execution systems:

a.
ensure that products are delivered to the right locations in the most efficient manner.

b.
help the company determine how much of a specific product to manufacture in a given time period.

c.
enable the firm to generate demand forecasts for a product.

d.
develop sourcing and manufacturing plans determining how much of a specific product to manufacture in a given time period.

e.
identify the transportation mode to use for product delivery.

Answer:
  a
Difficulty:
Hard
Reference:
 p. 341


	59. 
	Systems that enable a firm to generate demand forecasts for a product and to develop sourcing and manufacturing plans for that product best describes:

a.
supply chain demand systems.

b.
supply chain delivery systems.

c.
supply chain planning systems.

d.
supply chain execution systems.

e.
supply chain sourcing systems.

Answer:
  c
Difficulty:
Medium
Reference:
 p. 341


	60. 
	Systems to manage the flow of products through distribution centers and warehouses to ensure that products are delivered to the right locations in the most efficient manner best describes:

a.
supply chain demand systems.

b.
supply chain delivery systems.

c.
supply chain planning systems.

d.
supply chain execution systems.

e.
supply chain sourcing systems.

Answer:
  d
Difficulty:
Medium
Reference:
 p. 341


	61. 
	Determining how much product a business needs to make to satisfy all the customers’ demand best describes:

a.
resource planning.

b.
inventory planning.

c.
demand planning.

d.
supply planning.

e.
source planning.

Answer:
  c
Difficulty:
Medium
Reference:
 p. 341


	62. 
	Capabilities of supply chain planning systems include:

a.
order planning.

b.
advanced scheduling and manufacturing planning.

c.
demand planning.

d.
distribution planning.

e.
All of the above

Answer:
  e
Difficulty:
Medium
Reference:
 p. 342


	63. 
	Capabilities of supply chain execution systems include:

a.
order commitments.

b.
final production.

c.
replenishment.

d.
distribution management.

e.
All of the above

Answer:
  e
Difficulty:
Medium
Reference:
 p. 342


	64. 
	Marshall Fisher of the University of Pennsylvania Wharton School of Business says products can be classified as:

a.
functional or innovative.

b.
primary or secondary.

c.
supply-driven or demand-driven.

d.
pull-based or push-based.

e.
initial or replenishment.

Answer:
  a
Difficulty:
Medium
Reference:
 p. 342


	65. 
	What type of supply chain does a functional product require?

a.
Effective

b.
Efficient

c.
Responsive

d.
Innovative

e.
Fast

Answer:
 b
Difficulty:
Hard
Reference:
 p. 342


	66. 
	What type of supply chain does an innovative product require?

a.
Distributed

b.
Efficient

c.
Effective

d.
Responsive

e.
Pull-based

Answer:
  d
Difficulty:
Hard
Reference:
 p. 342


	67. 
	The total elapsed time to complete a business process best describes:

a.
completion time.

b.
throughput.

c.
cycle time.

d.
recovery time.

e.
completion cycle.

Answer:
  c
Difficulty:
Medium
Reference:
 p. 343


	68. 
	A standard measurement of performance best describes:

a.
metric.

b.
component cycle.

c.
MIPS.

d.
assembly unit.

e.
SKU.

Answer:
  a
Difficulty:
Medium
Reference:
 p. 343


	69. 
	Which of the following can be the most expensive and sometimes the most critical operation in electronic commerce?

a.
Production planning

b.
Order fulfillment

c.
Forecasting

d.
Sourcing

e.
Transportation

Answer:
  b
Difficulty:
Hard
Reference:
 p. 344


	70. 
	A supply chain driven by production master schedules based on forecasts or best guesses of demand for products best describes:

a.
pull-based model.

b.
innovation-based model.

c.
push-based model.

d.
replenishment-based model.

e.
just-in-time.

Answer:
 c
Difficulty:
Medium
Reference:
 p. 347


	71. 
	A supply chain driven by actual customer orders or purchases so that members of the supply chain produce and deliver only what customers have order best describes:

a.
pull-based model.

b.
innovation-based model.

c.
push-based model.

d.
replenishment-based model.

e.
just-in-time.

Answer:
  a
Difficulty:
Medium
Reference:
 p. 347


	72. 
	Companies with effective supply chain management systems can expect:

a.
improved customer service and responsiveness.

b.
cost reduction.

c.
cash utilization.

d.
All of the above

e.
None of the above

Answer:
  d
Difficulty:
Easy
Reference:
 p. 348


	73. 
	Automation of the firm’s relationships with its selling partners using customer data and analytical tools to improve coordination and customer sales best describes:

a.
touch point management.

b.
business process management.

c.
supply chain management.

d.
customer relationship management.

e.
partner relationship management.

Answer:
  e
Difficulty:
Medium
Reference:
 p. 350


	74. 
	A method of firm interaction with a customer, such as telephone, e-mail, customer service desk, conventional mail, or point of purchase best describes:

a.
point of presence.

b.
touch point.

c.
market entry.

d.
channel point.

e.
contact point.

Answer:
  b
Difficulty:
Medium
Reference:
 p. 350


	75. 
	Which of the following deals with employee issues that are closely related to CRM, such as setting objectives, employee performance management, performance-based compensation, and employee training?

a.
Decision-support system

b.
Enterprise systems software

c.
Employee relationship management software

d.
Supply chain management software

e.
Customer relationship management software

Answer:
 c
Difficulty:
Easy
Reference:
 p. 351


	76. 
	Cross-selling in which a combination of products is sold as a bundle at a price lower than the total cost of the individual products best describes:

a.
collaborative marketing.

b.
up-selling.

c.
discount selling.

d.
bundling.

e.
preferential selling.

Answer:
  d    
Difficulty:
Easy
Reference:
 p. 352


	77. 
	Measurement of the number of customers who stop using or purchasing products or services from a company; it is used as an indicator of the growth or decline of a firm’s customer base best describes:

a.
turnover rate.

b.
churn rate.

c.
decline rate.

d.
asset turns.

e.
fill rate.

Answer:
  b
Difficulty:
Medium
Reference:
 p. 353


	78. 
	Sales force automation, call center and customer service support, and marketing automation are types of:

a.
operational customer relationship management applications.

b.
analytical customer relationship management applications.

c.
supply chain management applications.

d.
generic customer relationship management applications.

e.
enterprise systems.

Answer:
 a
Difficulty:
Medium
Reference:
 p. 353


	79. 
	Customer relationship management applications dealing with the analysis of customer data to provide information for improving business performance best describes:

a.
operational customer relationship management applications.

b.
analytical customer relationship management applications.

c.
supply chain management applications.

d.
generic customer relationship management applications.

e.
enterprise systems.

Answer:
  b
Difficulty:
Medium
Reference:
 p. 353


	80. 
	Metrics for customer relationship management might include:

a.
sales closing rate.

b.
cost per customer service call.

c.
reduction of churn.

d.
lead conversion rate.

e.
All of the above

Answer:
  e
Difficulty:
Easy
Reference:
 p. 358



Fill In the Blanks

	81. 
	Enterprise software is a set of integrated software modules for finance and accounting, human resources, manufacturing and production, and sales and marketing that allows data to be used by multiple functions and business processes.

Difficulty: Medium
Reference:  p. 333


	82. 
	Manufacturing and production processes include procurement, inventory management, purchasing, shipping, production planning, production scheduling, material requirements planning, quality control, distribution, transportation execution, and plant and equipment maintenance.

Difficulty: Medium
Reference:  p. 333



	83. 
	Best practices are the most successful solutions or problem-solving methods for consistently and effectively achieving a business objective.

Difficulty: Medium
Reference:  p. 335


	84. 
	Supply chain is a network of facilities and business processes that procure raw materials, transform these materials into intermediate and finished products, and distribute these finished products to customers.

Difficulty: Easy
Reference:  p. 338


	85. 
	The SCOR planning process consists of processes that balance aggregate demand and supply to develop a course of action to meet sourcing, production, and delivery requirements.

Difficulty: Hard
Reference:  p. 339


	86. 
	The SCOR source process consists of processes that procure goods and services needed to create a specific product or service.

Difficulty: Hard
Reference:  p. 339


	87. 
	The SCOR deliver process consists of processes that provide finished goods and services to meet actual or planned demand, including order management, transportation management, and distribution management.

Difficulty: Hard
Reference:  p. 339


	88. 
	As defined by SCOR, the common set of supply chain processes includes plan source, make, deliver, and return.

Difficulty: Hard
Reference:  p. 339


	89. 
	The Supply Chain Operations Reference Model was developed by the Supply Chain Council as a cross-industry process reference model for supply chain management.

Difficulty: Hard
Reference:  p. 339


	90. 
	Logistics is the planning and control of all factors that will have an impact on transporting a product or service.

Difficulty: Medium
Reference:  p. 339


	91. 
	Just-in-time is a scheduling system for minimizing inventory by having components arrive exactly at the moment they are needed and finished goods shipped as soon as they leave the assembly line.

Difficulty: Medium
Reference:  p. 340


	92. 
	Bullwhip effect refers to the distortion of information about the demand for a product as it passes from one entity to the next across the supply chain.

Difficulty: Medium
Reference:  p. 340


	93. 
	The central objective of supply chain management systems is information visibility.

Difficulty: Hard
Reference:  p. 341


	94. 
	Supply chain planning systems enable a firm to generate demand forecasts for a product and to develop sourcing and manufacturing plans for that product.

Difficulty: Medium
Reference:  p. 341


	95. 
	Demand planning determines how much product a business needs to make to satisfy all its customers’ demands.

Difficulty: Medium
Reference:  p. 341


	96. 
	Supply chain execution systems manage the flow of products through distribution centers and warehouses to ensure that products are delivered to the right locations in the most efficient manner.

Difficulty: Medium
Reference:  p. 341


	97. 
	Supply chain software can be classified as supply chain planning systems or as supply chain execution systems.

Difficulty: Hard
Reference:  p. 341


	98. 
	Marshall Fisher suggests that functional products are the types of products typically offered by supermarkets and grocery stores.

Difficulty: Medium
Reference:  p. 342


	99. 
	Marshall Fisher suggests that new clothing fashions, new leading-edge consumer electronics, or trendy food items are examples of innovative products.

Difficulty: Medium
Reference:  p. 342


	100. 
	Functional products require efficient supply chains.

Difficulty: Medium
Reference:  p. 342


	101. 
	Innovative products require responsive supply chains.

Difficulty: Medium
Reference:  p. 342


	102. 
	Metric is a standard measurement of performance.

Difficulty: Easy
Reference:  p. 343


	103. 
	Cycle time is the total elapsed time to complete a business process.

Difficulty: Easy
Reference:  p. 343


	104. 
	Push-based model refers to a supply chain driven by production master schedules based on forecasts or best guesses of demand for products.

Difficulty: Medium
Reference:  p. 347


	105. 
	Pull-based model refers to a supply chain driven by actual customer orders or purchases so that members of the supply chain produce and deliver only what customers have ordered.

Difficulty: Medium
Reference:  p. 347


	106. 
	Partner relationship management refers to the automation of the firm’s relationships with its selling partners using customer data and analytical tools to improve coordination and customer sales.

Difficulty: Medium
Reference:  p. 350


	107. 
	A(n) touch point is a method of firm interaction with a customer, such as telephone, e-mail, customer service desk, conventional mail, or point of purchase.

Difficulty: Easy
Reference:  p. 350


	108. 
	Employee relationship management software deals with employee issues that are closely related to CRM, such as setting objectives, employee performance management, performance-based compensation, and employee training.

Difficulty: Medium
Reference:  p. 351


	109. 
	Cross-selling markets complementary products to customers.

Difficulty: Easy
Reference:  p. 352


	110. 
	Up-selling markets higher-value products or services to new or existing customers.

Difficulty: Easy
Reference:  p. 352


	111. 
	Bundling cross-sells a combination of products as a bundle at a price lower than the total cost of the individual products.

Difficulty: Easy
Reference:  p. 352


	112. 
	Churn rate measures the number of customers who stop using or purchasing products or services from a company; it is used as an indicator of the growth or decline of a firm’s customer base.

Difficulty: Medium
Reference:  p. 353


	113. 
	Operational CRM refers to customer-facing applications, such as sales force automation, call center and customer service support, and marketing automation.

Difficulty: Medium
Reference:  p. 353


	114. 
	Analytical CRM refers to customer relationship management applications dealing with the analysis of customer data to provide information for improving business performance.

Difficulty: Medium
Reference:  p. 353


	115. 
	Types of customer relationship management include operational CRM and analytical CRM.

Difficulty: Medium
Reference:  p. 353


	116. 
	Market segmentation divides a heterogeneous market into smaller, more homogeneous subgroups where marketing efforts can be more specifically targeted and effective.

Difficulty: Medium
Reference:  p. 354


	117. 
	Customer lifetime value is the difference between revenues produced by a specific customer and the expenses for acquiring and servicing that customer minus the cost of promotional marketing over the lifetime of the customer relationship; it is expressed in today’s dollars.

Difficulty: Medium
Reference:  p. 358


	118. 
	Service platform is the integration of multiple applications from multiple business functions, business units, or business partners to deliver a seamless experience for the customer, employee, manager, or business partner.

Difficulty: Medium
Reference:  p. 360


	119. 
	Business process management is a methodology for revising the organization’s business processes to use business processes as fundamental building blocks of corporate information systems.

Difficulty: Medium
Reference:  p. 360


	120. 
	A(n) enterprise portal is a Web interface providing a single entry point for accessing organizational information and services, including information from various enterprise applications and in-house legacy systems so that information appears to be coming from a single source.

Difficulty: Medium
Reference:  p. 361



Essay Questions

	121. 
	Identify and briefly describe three major enterprise applications.  

Enterprise systems, customer relationship management, and supply chain management are three enterprise applications.  Enterprise systems are based on a suite of integrated software modules and a common central database.  Enterprise systems utilize enterprise software to support financial and accounting, human resources, manufacturing and production, and sales and marketing processes.  Enterprise systems provide many benefits including an enterprise-enabled organization, improved management reporting and decision making, a unified information systems technology platform, and more efficient operations and customer-driven business processes. 

Supply chain management systems help an organization better manage its supply chain, including planning, sourcing, making, delivering, and returning items.  Supply chain management software can be categorized as a supply chain planning system or as a supply chain execution system.  A supply chain planning system enables a firm to generate demand forecasts for a product and to develop sourcing and manufacturing plans for that product.  

A supply chain execution system manages the flow of products through distribution centers and warehouses to ensure that products are delivered to the right locations in the most efficient manner.  Supply chain management benefits include improved customer service and responsiveness, cost reduction, and cash utilization.

Customer relationship management systems help firms maximize the benefits of their customer assets.  These systems capture and consolidate data from all over the organization and then distribute the results to various systems and customer touch points across the enterprise.  Customer relationship management systems can be classified as operational or as analytical.  Operational CRM refers to customer-facing applications, such as sales force automation, call center and customer service support, and marketing automation.  Analytical CRM refers to customer relationship management applications dealing with the analysis of customer data to provide information for improving business performance.  Benefits include increased customer satisfaction, reduced direct marketing costs, more effective marketing, and lower costs for customer acquisition and retention.  



	122. 
	What is an enterprise system?  What is enterprise software?

Enterprise systems focus on integrating the key internal business processes of the firm.  Enterprise software is used by enterprise systems and is a set of integrated software modules for finance and accounting, human resources, manufacturing and production, and sales and marketing that allows data to be used by multiple functions and business processes.



	123. 
	What are the benefits of enterprise systems?  What are the challenges of enterprise systems?

Benefits include creating an enterprise-enabled organization, providing firmwide knowledge-based management processes, providing a unified information system technology platform and environment, and enabling more efficient operations and customer-driven business processes.  Challenges include a daunting implementation process, surviving a cost-benefit analysis, inflexibility, and realizing strategic value.



	124. 
	What is SCOR?  Identify its five major processes.

The Supply Chain Operations Reference Model (SCOR) was developed by the Supply Chain Council.  This cross-industry process reference model defines a common set of supply chain processes to help businesses better understand supply chain management issues and set goals for supply chain improvement.  The five major processes include plan, source, make, deliver, and return.  The planning process consists of processes that balance aggregate demand and supply to develop a course of action to meet sourcing, production, and delivery requirements.  The sourcing process consists of processes that procure goods and services needed to create a specific product or service.  The make process consists of processes that transform a product into a finished state to meet planned or actual demand.  The delivery process consists of processes that provide finished goods and services to meet actual or planned demand, including order management, transportation management, and distribution management.  The return process consists of processes associated with returning products or receiving returned products, including postdelivery customer support.



	125. 
	Identify two classifications for supply chain software.  For each classification, identify five capabilities.

Supply chain planning systems and supply chain execution systems are two classifications for supply chain software.  Supply chain planning systems enable a firm to generate demand forecasts for a product and develop sourcing and manufacturing plans for that product.  Capabilities include order planning, advanced scheduling and manufacturing planning, demand planning, distribution planning, and transportation planning.  Supply chain execution systems manage the flow of products through distribution centers and warehouses to ensure that products are delivered to the right locations.  Capabilities include order commitments, final production, replenishment, distribution management, and reverse distribution.



	126. 
	Discuss supply chain strategy.

When developing a strategy, an organization should identify those supply chain processes most in need of improvement.  Also, the strategy should examine the nature of demand for the product.  For instance, Marshall Fisher suggests that products can be classified as either functional or innovative.  Functional products have a predictable demand, long product lifecycles, and often low profit margins.  In contrast, innovative products have more unpredictable demand, shorter product lifecycles, and can provide higher profit margins.  Supply chains for functional products should coordinate activities to meet predictable demand with minimal inventories at the lowest cost.  Supply chains for innovative products should have a greater inventory buffer stock deployed strategically to minimize order lead time and maximize order fill rate.



	127. 
	What is a metric?  Identify five metrics for measuring supply chain performance.

A metric is a standard measurement of performance.  Ten metrics were identified in the textbook, including fill rate, on-time deliveries, average time from order to delivery, total supply chain costs, number of days of supply in inventory, asset turns, supply chain response time, forecast accuracy, source/make cycle time, and cash-to-cycle time.



	128. 
	Identify two supply chain models.  Which is better?

Push-based and pull-based models were discussed in the textbook.  Push-based refers to a supply chain driven by production master schedules based on forecasts or best guesses of demand for products.  Pull-based refers to a supply chain driven by actual customer orders or purchases so that members of the supply chain produce and deliver only what customers have ordered.  Pull-based models are better.



	129. 
	Identify two aspects of customer relationships management.

Operational CRM and analytical CRM are two aspects.  Operational CRM refers to customer-facing applications, such as sales force automation, call center and customer service support, and marketing automation.  Analytical CRM refers to customer relationship management applications dealing with the analysis of customer data to provide information for improving business performance.



	130. 
	Identify five benefits of customer relationship management systems.

Benefits include increased customer satisfaction, reduced direct marketing costs, more effective marketing, lower costs for customer acquisition and retention, and increased sales revenue.  Table 10-6 in the textbook identifies additional benefits.


