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ERP Advantages and Disadvantages

Enormous amount of work

Require redesign of business
practices for maximum benefit

Require customization if special
features are needed

Very high cost

Sold as a suite, not individual
modules

Requires extensive training
High risk of failure
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Advantages Disadvantages

•

Represent “best practices”

•

Modules throughout the 

organization communicate with 

each other

•

Enable centralized decision-making

•

Eliminate redundant data entry

•

Enable standardized procedures in 

different locations

•

Enormous amount of work

•

Require redesign of business 

practices for maximum benefit

•

Require customizationif special 

features are needed

•

Very high cost

•

Sold as a suite, not individual 

modules

•

Requires extensive training

•

High risk of failure
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Customer Relationship

Management

e Customer Relationship Management (CRM) is a
natural extension of applying the value chain model
to customers.

* CRM includes many management activities
performed to
* obtain,
* enhance relationships with, and
* retain customers.

* CRM can lead to better customer service, which
leads to competitive advantage for the business.

© 2016 John Wiley & Sons, Inc. 23










•

Customer Relationship Management (CRM) is a 

natural extension of applying the value chain model 

to customers.

•

CRM includes many management activities 

performed to 

•

obtain, 

•

enhance relationships with, and 

•

retain customers.

•

CRM can lead to better customer service, which 

leads to competitive advantage for the business.
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IT Assets and Capabilities

IT Assets IT Capabilities
* Technical Skills
 IT infrastructure * Proficiency in systems analysis
* Hardware * Programming and web design skills
« Software and company apps » Data analysis/data scientist skills
e Network * Network design and implementation
* Data skills
* Website * IT Management Skills

* Business process knowledge
* Ability to evaluate technology

* Information Repository options
e Customer information * Project management skills
* Employee information * Envisioning innovative IT solutions
« Marketplace information * Relationship Skills
* Vendor information * Spanning skills such as business-IT

relationship management
 External skills such as vendor-
management
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IT Assets

•

IT infrastructure

•

Hardware

•

Software and company apps

•

Network

•

Data

•

Website

•

Information Repository

•

Customer information

•

Employee information

•

Marketplace information

•

Vendor information

IT Capabilities

•

Technical Skills

•

Proficiency in systems analysis

•

Programming and web design skills

•

Data analysis/data scientist skills

•

Network design and implementation 

skills

•

IT Management Skills

•

Business process knowledge

•

Ability to evaluate technology 

options

•

Project management skills

•

Envisioning innovative IT solutions

•

Relationship Skills

•

Spanning skills such as business-IT 

relationship management

•

External skills such as vendor-

management 
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How to Manage a Process

* [dentify the customers of processes (who receives
the output?)

* [dentify the customers’ requirements (how do we
judge success?)

* Clarify the value each process adds to the
organizational goals

* Share this perspective so the organization itself
becomes more process focused
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•

Identify the customers of processes (who receives 

the output?)

•

Identify the customers’ requirements (how do we 

judge success?)

•

Clarify the value each process adds to the 

organizational goals

•

Share this perspective so the organization itself 

becomes more process focused
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What do you do when things change?

*Dynamic and agile processes

*Examples:
* Agile: Autos are built with wires and space for
options
* Dynamic: Call centers route incoming or even
outgoing calls to available locations and agents
 Software defined architectures (see chapter 6)

*|T is required to pull this off well
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•

Dynamic and agile processes

•

Examples:

•

Agile: Autos are built with wires and space for 

options

•

Dynamic: Call centers route incoming or even 

outgoing calls to available locations and agents

•

Software defined architectures (see chapter 6)

•

IT is required to pull this off well
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Techniques to Transform a Static
Process

*Radical process redesign
* Also known as business process reengineering

*Incremental, continuous process
Improvement

* Including total quality management (TQM) and
Six Sigma
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•

Radical process redesign 

•

Also known as business process reengineering

•

Incremental, continuous process 

improvement

•

Including total quality management (TQM) and 

Six Sigma
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Radical Change

* Business Process Reengineering (BPR)
 Sets aggressive improvement goals.

* Goal is to make a rapid, breakthrough impact on key
metrics in a short amount of time.

e Greater resistance by personnel.
* Use only when radical change is needed.

e Y —
S me
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•

Business Process Reengineering (BPR)

•

Sets aggressive improvement goals.

•

Goal is to make a rapid, breakthrough impact on key 

metrics in a short amount of time.

•

Greater resistance by personnel.

•

Use only when radical change is needed.

Time

Improve-

ment
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