


Full-Circle Learning

MyLab™: Learning Full Circle for Marketing, 

Management, Business Communication, 

Intro to Business, and MIS

BEFORE
CLASS

AFTER
CLASS

DURING
CLASS

Decision 
Sims, Videos, 
and Learning 

Catalytics

DSM's, 
pre-lecture 
homework, 

eText

Writing 
Space, Video 
Cases, Quiz-

zes/Tests

MyLab



Critical Thinking

MyMISLab™:  Improves Student Engagement 

Before, During, and After Class

Decision Making

Prep and 
Engagement

• Video exercises – engaging videos that bring business concepts to life and explore business topics 
related to the theory students are learning in class. Quizzes then assess students’ comprehension of  
the concepts covered in each video.

• Learning Catalytics – a “bring your own device” student engagement, assessment, and classroom 
intelligence system helps instructors analyze students’ critical-thinking skills during lecture.

• Dynamic Study Modules (DSMs) – through adaptive learning, students get personalized guidance 
where and when they need it most, creating greater engagement, improving knowledge retention,  
and supporting subject-matter mastery.  Also available on mobile devices.

• Business Today – bring current events alive in your classroom with videos, discussion  

questions, and author blogs. Be sure to check back often, this section changes daily.

• Decision-making simulations – place your 
students in the role of a key decision-maker. The 
simulation will change and branch based on the 
decisions students make, providing a variation of 
scenario paths. Upon completion of each simulation, 
students receive a grade, as well as a detailed report 
of the choices they made during the simulation and 
the associated consequences of those decisions.

• Writing Space – better writers make great learners—who perform better in their courses. Providing 
a single location to develop and assess concept mastery and critical thinking, the Writing Space offers 
automatic graded, assisted graded, and create your own writing assignments, allowing you to exchange 
personalized feedback with students quickly and easily.

Writing Space can also check students’ work for improper citation or plagiarism by comparing it 
against the world’s most accurate text comparison database available from Turnitin.

• Additional Features – included with the MyLab are a powerful homework and test manager, robust 

gradebook tracking, comprehensive online course content, and easily scalable and shareable content. 

http://www.pearsonmylabandmastering.com



Management 
Information

Systems
MANAGING THE DIGITAL FIRM

FOURTEENTH EDITION

GLOBAL EDITION

Kenneth C. Laudon
New York University

Jane P. Laudon
Azimuth Information Systems

Boston Columbus Indianapolis New York San Francisco

Amsterdam Cape Town Dubai London Madrid Milan Munich Paris Montreal Toronto

Delhi Mexico City Sao Paulo Sydney Hong Kong Seoul Singapore Taipei Tokyo

001-017 FM Global.indd   1 2/19/2015   10:47:11 AM



Editor-in-Chief: Stephanie Wall

Acquisitions Editor: Nicole Sam

Program Manager Team Lead: Ashley Santora

Program Manager: Denise Vaughn

Editorial Assistant: Daniel Petrino

Vice President, Product Marketing: Maggie Moylan

Director of Marketing, Digital Services and Products: 

Jeanette Koskinas

Executive Product Marketing Manager: Anne Fahlgren

Field Marketing Manager: Lenny Ann Raper

Senior Strategic Marketing Manager: Erin Gardner

Project Manager Team Lead: Judy Leale

Project Manager: Karalyn Holland

Senior Acquisitions Editor, Global Edition: Steven Jackson

Senior Project Editor, Global Edition: Daniel Luiz

Media Producer, Global Edition: M. Vikram Kumar

Senior Manufacturing Controller, Production, Global Edition: Trudy Kimber

Operations Specialist: Diane Peirano

Creative Director: Blair Brown

Senior Art Director: Janet Slowik

Cover Designer: Lumina Datamatics Ltd.

Cover Image: 3dreams/Shutterstock

Vice President, Director of Digital Strategy & Assessment: 

Paul Gentile

Manager of Learning Applications: Paul Deluca

Digital Editor: Brian Surette

Digital Studio Manager: Diane Lombardo

Digital Studio Project Manager: Robin Lazrus

Digital Studio Project Manager: Alana Coles

Digital Studio Project Manager: Monique Lawrence

Digital Studio Project Manager: Regina DaSilva

Full-Service Project Management and Composition:

Azimuth Interactive, Inc.

Microsoft and/or its respective suppliers make no representations about the suitability of the  information contained in the 

 documents and related graphics published as part of the services for any purpose. All such documents and related graphics are 

provided “as is” without warranty of any kind. Microsoft and/or its respective suppliers hereby disclaim all warranties and 

 conditions with regard to this information, including all warranties and conditions of merchantability, whether express, implied 

or statutory, fitness for a particular purpose, title and non-infringement. In no event shall Microsoft and/or its respective 

 suppliers be liable for any special, indirect or consequential damages or any  damages whatsoever resulting from loss of use, 

data or profits, whether in an action of contract,  negligence or other tortious action, arising out of or in connection with the use 

or performance of  information available from the services.

The documents and related graphics contained herein could include technical inaccuracies or  typographical errors. Changes are 

periodically added to the information herein. Microsoft and/or its respective  suppliers may make improvements and/or changes 

in the product(s) and/or the program(s) described herein at any time. Partial screen shots may be viewed in full within the 

 software version specified.

Microsoft® Windows®, and Microsoft Office® are registered trademarks of Microsoft Corporation in the U.S.A. and other 

 countries. This book is not sponsored or endorsed by or affiliated with the Microsoft Corporation.

Pearson Education Limited

Edinburgh Gate

Harlow

Essex CM20 2JE

England

and Associated Companies throughout the world

Visit us on the World Wide Web at:

www.pearsonglobaleditions.com

© Pearson Education Limited 2016

The rights of Kenneth C. Laudon and Jane P. Laudon to be identified as the authors of this work have been asserted by them in 

accordance with the Copyright, Designs and Patents Act 1988.

Authorized adaptation from the United States edition, entitled Management Information Systems: Managing the Digital Firm, 14th edi-

tion, ISBN 978-0-13-389816-3, by Kenneth C. Laudon and Jane P. Laudon, published by Pearson Education © 2016.

All rights reserved. No part of this publication may be reproduced, stored in a retrieval system, or transmitted in any form or by 

any means, electronic, mechanical, photocopying, recording or otherwise, without either the prior written permission of the 

publisher or a license permitting restricted copying in the United Kingdom issued by the Copyright Licensing Agency Ltd, 

Saffron House, 6–10 Kirby Street, London EC1N 8TS.

All trademarks used herein are the property of their respective owners. The use of any trademark in this text does not vest in 

the author or publisher any trademark ownership rights in such trademarks, nor does the use of such trademarks imply any 

affiliation with or endorsement of this book by such owners.

ISBN 10: 1292094001

ISBN 13: 9781292094007

British Library Cataloguing-in-Publication Data

A catalogue record for this book is available from the British Library.

10 9 8 7 6 5 4 3 2 1

14 13 12 11 10

Typeset in 10.5/13 ITC Veljovic Std Book by Azimuth Interactive, Inc.

Printed and bound by Courier Kendalville in United States of America.

001-017 FM Global.indd   2 2/19/2015   10:47:11 AM



  3

A b o u t  t h e  A u t h o r s

Kenneth C. Laudon is a Professor of Information Systems at New York University’s Stern 
School of Business. He holds a B.A. in Economics from Stanford and a Ph.D. from Columbia 
University. He has authored twelve books dealing with electronic commerce, information 
systems, organizations, and society. Professor Laudon has also written over forty articles 
concerned with the social, organizational, and management impacts of information systems, 
privacy, ethics, and multimedia technology.

Professor Laudon’s current research is on the planning and management of large-scale 
information systems and multimedia information technology. He has received grants from 
the National Science Foundation to study the evolution of national information  systems 
at the Social Security Administration, the IRS, and the FBI. Ken’s research focuses on 
 enterprise system implementation, computer-related organizational and occupational 
changes in large organizations, changes in management ideology, changes in public policy, 
and  understanding productivity change in the knowledge sector.

Ken Laudon has testified as an expert before the United States Congress. He has been a 
researcher and consultant to the Office of Technology Assessment (United States Congress), 
Department of Homeland Security, and to the Office of the President, several executive 
branch agencies, and Congressional Committees. Professor Laudon also acts as an in-house 
educator for several consulting firms and as a consultant on systems planning and strategy 
to several Fortune 500 firms.

At NYU’s Stern School of Business, Ken Laudon teaches courses on Managing the Digital 
Firm, Information Technology and Corporate Strategy, Professional Responsibility (Ethics), 
and Electronic Commerce and Digital Markets. Ken Laudon’s hobby is sailing.

Jane Price Laudon is a management consultant in the information systems area and the 
author of seven books. Her special interests include systems analysis, data management, 
MIS auditing, software evaluation, and teaching business professionals how to design and 
use information systems.

Jane received her Ph.D. from Columbia University, her M.A. from Harvard University, 

and her B.A. from Barnard College. She has taught at Columbia University and the New 

York University Graduate School of Business. She maintains a lifelong interest in Oriental 

languages and civilizations.

The Laudons have two daughters, Erica and Elisabeth, to whom this book is dedicated.

001-017 FM Global.indd   3 2/19/2015   10:47:11 AM



4 

B r i e f  C o n t e n t s

Part One Organizations, Management, and the Networked 
Enterprise  33

Chapter 1 Information Systems in Global Business Today  34

Chapter 2 Global E-Business and Collaboration  72

Chapter 3 Information Systems, Organizations, and Strategy  110

Chapter 4 Ethical and Social Issues in Information Systems  154

Part Two Information Technology Infrastructure  197
Chapter 5 IT Infrastructure and Emerging Technologies  198

Chapter 6 Foundations of Business Intelligence: Databases and Information 

Management  246

Chapter 7 Telecommunications, the Internet, and Wireless Technology  286

Chapter 8 Securing Information Systems  334

Part Three Key System Applications for the Digital Age  377
Chapter 9 Achieving Operational Excellence and Customer Intimacy: Enterprise 

Applications  378

Chapter 10 E-Commerce: Digital Markets, Digital Goods  412

Chapter 11 Managing Knowledge  458

Chapter 12 Enhancing Decision Making  496

Part Four Building and Managing Systems  531
Chapter 13 Building Information Systems  532

Chapter 14 Managing Projects  572

Chapter 15 Managing Global Systems  606

Glossary 637

Indexes 651

001-017 FM Global.indd   4 2/19/2015   10:47:12 AM



  5

C o m p l e t e  C o n t e n t s

Part One Organizations, Management, and the Networked 
Enterprise  33

Chapter 1 Information Systems in Global Business Today  34

 ◆Opening Case:  Rugby Football Union Tries Big Data    35

1.1 How are information systems transforming business, and why are they 
so essential for running and managing a business today?  37

How Information Systems are Transforming Business  37 • What’s New 

In Management Information Systems?  39 • Globalization Challenges and 

Opportunities: A Flattened World  40 

 ◆Interactive Session: Management Meet the New Mobile Workers  41

The Emerging Digital Firm  44 • Strategic Business Objectives of 

Information Systems  44

1.2 What is an information system? How does it work? What are its 

management, organization, and technology components and why are 

complementary assets essential for ensuring that information systems 

provide genuine value for an organization?  48

What is an Information System?  48 • Dimensions of Information 

Systems  50

 ◆Interactive Session: Technology UPS Competes Globally with Information 

Technology  55

It Isn’t Just Technology: A Business Perspective on Information Systems  57 

• Complementary Assets: Organizational Capital and the Right Business  

Model  58

1.3 What academic disciplines are used to study information systems 
and how does each contribute to an understanding of information 
systems?  61

Technical Approach  61 • Behavioral Approach  62 • Approach of This Text: 

Sociotechnical Systems  62

Review Summary  64 • Key Terms  65 • Review Questions  65 • Discussion 
Questions  66 

Hands-On MIS Projects  66

Management Decision Problems  66 • Improving Decision Making: Using 

Databases to Analyze Sales Trends  66 • Improving Decision Making: Using 

the Internet to Locate Jobs Requiring Information Systems Knowledge  67

Collaboration and Teamwork:  67

 ◆Case Study: Mashaweer: Online Personal Services in the Gulf   67

 ◆References: 71

Chapter 2 Global E-Business and Collaboration  72

001-017 FM Global.indd   5 2/19/2015   10:47:12 AM



6 Contents

 ◆Opening Case: Social Business at BASF  73

2.1 What are business processes? How are they related to information 

systems?  75

Business Processes  75 • How Information Technology Enhances Business 

Processes  77 

2.2 How do systems serve the different management groups in a business 

and how do systems that link the enterprise improve organizational 

performance?  77

Systems for Different Management Groups  78

 ◆Interactive Session: Technology Schiphol International Hub to Become 

Faultless: Truth or Dare?   82

Systems for Linking the Enterprise  85 • E-business, E-commerce, and 

E-government  87

2.3 Why are systems for collaboration and social business so important and 
what technologies do they use?  88

What is Collaboration?  88 • What is Social Business?  89 • Business Benefits 

of Collaboration and Social Business  90 • Building a Collaborative Culture 

and Business Processes  91 • Tools and Technologies for Collaboration and 

Social Business  92

 ◆Interactive Session: Management Is Social Business Working Out?  97

2.4 What is the role of the information systems function in a business?  99

The Information Systems Department  99 • Organizing the Information 

Systems Function  100

Review Summary  101 • Key Terms  102 • Review Questions  102 • Discussion 
Questions  103 

Hands-On MIS Projects  103

Management Decision Problems  103 • Improving Decision Making: Using 

a Spreadsheet to Select Suppliers  104 • Achieving Operational Excellence: 

Using Internet Software to Plan Efficient Transportation Routes 104

Collaboration and Teamwork:  104

 ◆Case Study: Modernization of NTUC Income  105

 ◆References: 108

Chapter 3 Information Systems, Organizations, and Strategy  110

 ◆Opening Case: Grupo Modelo: Competing On Processes  111

3.1 Which features of organizations do managers need to know about to build 

and use information systems successfully?  113

What is an Organization?  114 • Features of Organizations  116 

3.2 What is the impact of information systems on organizations?  121

Economic Impacts  121 • Organizational and Behavioral Impacts  122 • 

The Internet and Organizations  124 • Implications for the Design and 

Understanding of Information Systems  125 

3.3 How do Porter’s competitive forces model, the value chain model, 

synergies, core competencies, and network economics help companies 

develop competitive strategies using information systems?  126

001-017 FM Global.indd   6 2/19/2015   10:47:12 AM



 Contents 7

Porter’s Competitive Forces Model  126 • Information System Strategies for 

Dealing with Competitive Forces  128 

 ◆Interactive Session: Technology Automakers Become Software Companies  130

The Internet’s Impact on Competitive Advantage  132

 ◆Interactive Session: Organizations Identifying Market Niches in the Age of Big 

Data  133 

The Business Value Chain Model  135 • Synergies, Core Competencies, and 

Network-Based Strategies  138

3.4 What are the challenges posed by strategic information systems and how 

should they be addressed?  142

Sustaining Competitive Advantage  142 • Aligning IT with Business 

Objectives  143 • Managing Strategic Transitions  144

Review Summary  144 • Key Terms  145 • Review Questions  145 • Discussion 
Questions  146 

Hands-On MIS Projects  146

Management Decision Problems  146 • Improving Decision Making: Using 

a Database to Clarify Business Strategy  147 • Improving Decision Making: 

Using Web Tools to Configure and Price an Automobile 147

Collaboration and Teamwork:  147

 ◆Case Study: Can This Bookstore Be Saved?  148

 ◆References: 151

Chapter 4 Ethical and Social Issues in Information Systems  154

 ◆Opening Case: Content Pirates Sail the Web  155

4.1 What ethical, social, and political issues are raised by information 

systems?  157

A Model for Thinking About Ethical, Social, and Political Issues  159 • Five 

Moral Dimensions of the Information Age  160 • Key Technology Trends 

That Raise Ethical Issues  160

4.2 What specific principles for conduct can be used to guide ethical 

decisions?  163

Basic Concepts: Responsibility, Accountability, and Liability  163

 ◆Interactive Session: Management Monitoring in the Workplace  164

Ethical Analysis  166 • Candidate Ethical Principles  166 • Professional 

Codes of Conduct  167 • Some Real-World Ethical Dilemmas  167

4.3 Why do contemporary information systems technology and the Internet 

pose challenges to the protection of individual privacy and intellectual 

property?  168

Information Rights: Privacy and Freedom in the Internet Age  168 • 

 ◆Interactive Session: Technology Big Data Gets Personal: Behavioral 

Targeting  173

Property Rights: Intellectual Property  176

4.4 How have information systems affected laws for establishing accountability, 

liability, and the quality of everyday life?  180

001-017 FM Global.indd   7 2/19/2015   10:47:12 AM



8 Contents

Computer-Related Liability Problems  180 • System Quality: Data 

Quality and System Errors  181 • Quality of Life: Equity, Access, and 

Boundaries  182

Review Summary  189 • Key Terms  189 • Review Questions  190 • Discussion 
Questions  190 

Hands-On MIS Projects  191

Management Decision Problems  191 • Achieving Operational Excellence: 

Creating a Simple Blog  191 • Improving Decision Making: Analyzing Web 

Browser Privacy  191

Collaboration and Teamwork:  192

 ◆Case Study: Facebook Privacy: There Is No Privacy  192

 ◆References: 196

Part Two Information Technology Infrastructure  197

Chapter 5 IT Infrastructure and Emerging Technologies  198

 ◆Opening Case: Toyota Motor Europe Manages with the Cloud  199

5.1 What is IT infrastructure and what are the stages and drivers of IT 

infrastructure evolution?  201

Defining IT Infrastructure  202 • Evolution of IT Infrastructure  203 • 

Technology Drivers of Infrastructure Evolution  207

5.2 What are the components of IT infrastructure?  212

Computer Hardware Platforms  212 • Operating System Platforms  214 • 

Enterprise Software Applications  215 • Data Management and Storage  215 

• Networking/Telecommunications Platforms  216 • Internet Platforms  216 

• Consulting and System Integration Services  216

5.3 What are the current trends in computer hardware platforms?  217

The Mobile Digital Platform  217 • Consumerization of IT and BYOD  217 •

 ◆Interactive Session: Technology The Greening of the Data Center  218

Quantum Computing  220 • Virtualization  220 • Cloud Computing  220

 • Green Computing  216 • Autonomic Computing  217 • High-performance 

and Power-saving Processors  217 • The Mobile Digital Platform  217 • 

Consumerization of IT and BYOD  217 

Quantum Computing  220 • Virtualization  220 • Cloud Computing  220 

 ◆Interactive Session: Organizations Is It Time for Cloud Computing?  223

Green Computing  225 • High-Performance and Power-Saving 

Processors  225

5.4 What are the current trends in computer software platforms?  226

Linux and Open Source Software  226 • Software for the Web: Java, HTML, 

and HTML5  226 • Web Services and Service-Oriented Architecture  227 • 

Software Outsourcing and Cloud Services  229

5.5 What are the challenges of managing IT infrastructure and management 

solutions?  232

001-017 FM Global.indd   8 2/19/2015   10:47:13 AM



 Contents 9

Dealing with Platform and Infrastructure Change  232 • Management and 

Governance  233 • Making Wise Infrastructure Investments  233

Review Summary  236 • Key Terms  237 • Review Questions  238 • Discussion 
Questions  238 

Hands-On MIS Projects  239

Management Decision Problems  239 • Improving Decision Making: Using 

a Spreadsheet to Evaluate Hardware and Software Options  239 • Improving 

Decision Making: Using Web Research to Budget for a Sales Conference  239

Collaboration and Teamwork:  240

 ◆Case Study: The Pleasures and Pitfalls of BYOD  241

 ◆References: 244

Chapter 6 Foundations of Business Intelligence: Databases and 
Information Management  246

 ◆Opening Case: BAE Systems  247

6.1 What are the problems of managing data resources in a traditional file 

environment?  250

File Organization Concepts  250 • Problems with the Traditional File 

Environment  250

6.2 What are the major capabilities of database management systems (DBMS) 

and why is a relational DBMS so powerful?  253

Database Management Systems  253 • Capabilities of Database Management 

Systems  258 • Designing Databases  259

6.3 What are the principal tools and technologies for accessing information 

from databases to improve business performance and decision making?  262 

The Challenge of Big Data  262 • Business Intelligence Infrastructure  263

 ◆Interactive Session: Technology Driving ARI Fleet Management with Real-Time 

Analytics  265

Analytical Tools: Relationships, Patterns, Trends  267 • Databases and the 

Web  270

6.4 Why are information policy, data administration, and data quality assurance 

essential for managing the firm’s data resources?  272

Establishing an Information Policy  272 • Ensuring Data Quality  273

 ◆Interactive Session: Management American Water Keeps Data Flowing  275

Review Summary  276 • Key Terms  277 • Review Questions  278 • Discussion 
Questions  279 

Hands-On MIS Projects  279

Management Decision Problems  279 • Achieving Operational Excellence: 

Building a Relational Database for Inventory Management  279 • Improving 

Decision Making: Searching Online Databases for Overseas Business 

Resources  280

Collaboration and Teamwork:  280

 ◆Case Study: Lego: Embracing Change by Combining BI with a Flexible 

Information System  281

 ◆References: 284

001-017 FM Global.indd   9 2/19/2015   10:47:13 AM



10 Contents

Chapter 7 Telecommunications, the Internet, and Wireless 
Technology  286

 ◆Opening Case: RFID and Wireless Technology Speed Up Production at 

Continental Tires  287

7.1 What are the principal components of telecommunications networks and 

key networking technologies?  289

Networking and Communication Trends  289 • What is a Computer 

Network?  290 • Key Digital Networking Technologies  292

7.2 What are the different types of networks?  295

Signals: Digital vs. Analog  295 • Types of Networks  296 • Transmission 

Media and Transmission Speed  297

7.3 How do the Internet and Internet technology work and how do they 

support communication and e-business?  298

What Is the Internet?  298 • Internet Addressing and Architecture  299 •

 ◆Interactive Session: Organizations The Battle over Net Neutrality  302

Internet Services and Communication Tools  304

 ◆Interactive Session: Management Monitoring Employees on Networks: 

Unethical or Good Business?  307

The Web  309

7.4 What are the principal technologies and standards for wireless networking, 

communication, and Internet access?  318

Cellular Systems  319 • Wireless Computer Networks and Internet  

Access  319 • RFID and Wireless Sensor Networks  322

Review Summary  325 • Key Terms  326 • Review Questions  326 • Discussion 
Questions  327 

Hands-On MIS Projects  327

Management Decision Problems  327 • Improving Decision Making: 

Using Spreadsheet Software to Evaluate Wireless Services  327 • 

Achieving Operational Excellence: Using Web Search Engines for Business 

Research  328

Collaboration and Teamwork:  328

 ◆Case Study: RFID Propels the Angkasa Library Management System  329

 ◆References: 332

Chapter 8 Securing Information Systems  334

 ◆Opening Case: “MiniDuke” Exposes EU Cybersecurity Gaps  335

8.1 Why are information systems vulnerable to destruction, error, and 

abuse?  337

Why Systems Are Vulnerable  338 • Malicious Software: Viruses, Worms, 

Trojan Horses, and Spyware  340 • Hackers and Computer Crime  343

 ◆Interactive Session: Management Stuxnet and the Changing Face of 

Cyberwarfare  347

Internal Threats: Employees  349 • Software Vulnerability  349

8.2 What is the business value of security and control?  350

001-017 FM Global.indd   10 2/19/2015   10:47:13 AM



 Contents 11

Legal and Regulatory Requirements for Electronic Records 

Management  351 • Electronic Evidence and Computer Forensics  352

8.3 What are the components of an organizational framework for security and 

control?  353

Information Systems Controls  353 • Risk Assessment  354 • Security 

Policy  355 • Disaster Recovery Planning and Business Continuity 

Planning  356 • The Role of Auditing  357

8.4 What are the most important tools and technologies for safeguarding 

information resources?  357

Identity Management and Authentication  357 • Firewalls, Intrusion 

Detection Systems, and Antivirus Software  359 • Securing Wireless 

Networks  362 • Encryption and Public Key Infrastructure  362 • Ensuring 

System Availability  364 • Security Issues for Cloud Computing and the 

Mobile Digital Platform  365 • Ensuring Software Quality  366

 ◆Interactive Session: Technology MWEB Business: Hacked  367

Review Summary  369 • Key Terms  369 • Review Questions  370 • Discussion 
Questions  371 

Hands-On MIS Projects  371

Management Decision Problems  371 • Improving Decision Making: 

Using Spreadsheet Software to Perform a Security Risk Assessment  372 • 

Improving Decision Making: Evaluating Security Outsourcing Services  372

Collaboration and Teamwork:  372

 ◆Case Study: Information Security Threats and Policies in Europe  373

 ◆References: 376

Part Three Key System Applications for the Digital Age  377

Chapter 9 Achieving Operational Excellence and Customer Intimacy: 
Enterprise Applications 378

 ◆Opening Case: Statoil Fuel and Retail Competes Using Enterprise Systems  379

9.1 How do enterprise systems help businesses achieve operational 

excellence?  381

What Are Enterprise Systems?  382 • Enterprise Software  383 • Business 

Value of Enterprise Systems  384

9.2 How do supply chain management systems coordinate planning, 

production, and logistics with suppliers?  385

The Supply Chain  385 • Information and Supply Chain Management  386 • 

Supply Chain Management Software  387

 ◆Interactive Session: Management DP World Takes Port Management to the Next 

Level with RFID  389

Global Supply Chains and the Internet  391 • Business Value of Supply 

Chain Management Systems  392

9.3 How do customer relationship management systems help firms achieve 

customer intimacy?  393

001-017 FM Global.indd   11 2/19/2015   10:47:13 AM



12 Contents

What is Customer Relationship Management?  394 • Customer Relationship 

Management Software  394 • Operational and Analytical CRM  398 • 

Business Value of Customer Relationship Management Systems  399

9.4 What are the challenges posed by enterprise applications and how are 

enterprise applications taking advantage of new technologies?  399

 ◆Interactive Session: Organizations Customer Relationship Management Heads 

to the Cloud  400

Enterprise Application Challenges  401 • Next Generation Enterprise 

Applications  403

Review Summary  404 • Key Terms  405 • Review Questions  405 • Discussion 
Questions  406 

Hands-On MIS Projects  406

Management Decision Problems  406 • Improving Decision Making: 

Using Database Software to Manage Customer Service Requests  407 • 

Achieving Operational Excellence: Evaluating Supply Chain Management 

Services  407

Collaboration and Teamwork:  407

 ◆Case Study: WIM Industries: From MRP to ERP  408

 ◆References: 410

Chapter 10 E-Commerce: Digital Markets, Digital Goods  412

 ◆Opening Case: Otto Group: Profits From Prediction  413

10.1 What are the unique features of e-commerce, digital markets, and digital 

goods?  415

E-Commerce Today  416 • The New E-Commerce: Social, Mobile, Local  417 

• Why E-Commerce Is Different  419 • Key Concepts in E-Commerce: 

Digital Markets and Digital Goods in a Global Marketplace  422

10.2 What are the principal e-commerce business and revenue models?  426

Types of E-commerce  426 • E-commerce Business Models  426 • 

E-Commerce Revenue Models  429

10.3 How has e-commerce transformed marketing?  431

 ◆Interactive Session: Organizations Can Pandora Succeed with Freemium?  432

Behavioral Targeting  434 • Social E-commerce and Social Network 

Marketing  437

10.4 How has e-commerce affected business-to-business transactions?  440

Electronic Data Interchange (EDI)  441 • New Ways of B2B Buying and 

Selling  442

10.5 What is the role of m-commerce in business and what are the most 

important m-commerce applications?  444

Location-based Services and Applications  444

 ◆Interactive Session: Technology Will Mobile Technology Put Orbitz in the 

Lead?  446

Other mobile commerce services  447

10.6 What issues must be addressed when building an e-commerce 

presence?  448

001-017 FM Global.indd   12 2/19/2015   10:47:13 AM



 Contents 13

Develop an E-commerce Presence Map  448 • Develop a Timeline: 

Milestones  449

Review Summary  450 • Key Terms  451 • Review Questions  452 • Discussion 
Questions  452 

Hands-On MIS Projects  452

Management Decision Problems  452 • Improving Decision Making: Using 

Spreadsheet Software to Analyze a Dot-Com Business  453 • Achieving 

Operational Excellence: Evaluating E-Commerce Hosting Services  453

Collaboration and Teamwork:  453

 ◆Case Study: To Pay or Not to Pay: Zagat’s Dilemma  454

 ◆References: 457

Chapter 11 Managing Knowledge  458

 ◆Opening Case: Fiat: Real Time Management with Business Intelligence  459

11.1 What is the role of knowledge management systems in business?  461

Important Dimensions of Knowledge  462 • The Knowledge Management 

Value Chain  463 • Types of Knowledge Management Systems  466

11.2 What types of systems are used for enterprise-wide knowledge management 

and how do they provide value for businesses?  467

Enterprise Content Management Systems  467 • Locating and Sharing 

Expertise  469 • Learning Management Systems  469

11.3 What are the major types of knowledge work systems and how do they 

provide value for firms?  470

Knowledge Workers and Knowledge Work  470 • Requirements of 

Knowledge Work Systems  470 • Examples of Knowledge Work Systems  471

 ◆Interactive Session: Technology Firewire Surfboards Light Up with CAD  472

11.4 What are the business benefits of using intelligent techniques for 

knowledge management?  474

Capturing Knowledge: Expert Systems  475 • Organizational Intelligence: 

Case-Based Reasoning  478 • Fuzzy Logic Systems  478 • Machine 

Learning  480 

 ◆Interactive Session: Organizations Big Data Makes Cities Smarter  483

Intelligent Agents  485 • Hybrid AI Systems  487

Review Summary  487 • Key Terms  488 • Review Questions  488 • Discussion 
Questions  489 

Hands-On MIS Projects  489

Management Decision Problems  489 • Improving Decision Making: 

Building a Simple Expert System for Retirement Planning  490 • Improving 

Decision Making: Using Intelligent Agents for Comparison Shopping  490

Collaboration and Teamwork:  490

 ◆Case Study: Knowledge Management and Collaboration at Tata Consulting 

Services  491

 ◆References: 494

Chapter 12 Enhancing Decision Making  496

 ◆Opening Case: Germany Wins the World Cup with Big Data at Its Side  497

001-017 FM Global.indd   13 2/19/2015   10:47:13 AM



14 Contents

12.1 What are the different types of decisions and how does the decision-making 

process work? How do information systems support the activities of 

managers and management decision making?  499

Business Value of Improved Decision Making  500 • Types of Decisions  500 • 

The Decision-Making Process  502 • Managers and Decision Making in the 

Real World  503 • High-Velocity Automated Decision Making  506

12.2 How do business intelligence and business analytics support decision 

making?  506

What is Business Intelligence?  507 • The Business Intelligence 

Environment  507 • Business Intelligence and Analytics Capabilities  509 •

 ◆Interactive Session: Technology Analytics Help the Cincinnati Zoo Know Its 

Customers  512

 ◆Interactive Session: Management America’s Cup: The Tension between 

Technology and Human Decision Makers  515

Management Strategies for Developing BI and BA Capabilities  517

12.3 How do different decision-making constituencies in an organization use 

business intelligence? What is the role of information systems in helping 

people working in a group make decisions more efficiently?  518

Decision Support for Operational and Middle Management  518 • Decision 

Support for Senior Management: Balanced Scorecard and Enterprise 

Performance Management Methods  520 • Group Decision-Support Systems 

(GDSS)  522

Review Summary  523 • Key Terms  524 • Review Questions  524 • Discussion 
Questions  525 

Hands-On MIS Projects  525

Management Decision Problems  525 • Improving Decision Making: Using 

Pivot Tables to Analyze Sales Data  525 • Improving Decision Making: Using 

a Web-Based DSS for Retirement Planning  526

Collaboration and Teamwork:  526

 ◆Case Study: How Much Does Data-Driven Planting Help Farmers?  527

 ◆References: 530

Part Four Building and Managing Systems  531

Chapter 13 Building Information Systems  532

 ◆Opening Case: New Systems Help Work Flow More Smoothly at Moen  533

13.1 How does building new systems produce organizational change?  535

Systems Development and Organizational Change 535 • Business Process 

Redesign  537

13.2 What are the core activities in the systems development process?  541

Systems Analysis  541

 ◆Interactive Session: Organizations Burton Snowboards Speeds Ahead with 

Nimble Business Processes  542

Systems Design  544 • Completing the Systems Development Process  545

13.3 What are the principal methodologies for modeling and designing 

systems?  547

001-017 FM Global.indd   14 2/19/2015   10:47:13 AM



 Contents 15

Structured Methodologies  547 • Object-Oriented Development  550 • 

Computer-Aided Software Engineering  551

13.4 What are alternative methods for building information systems?  552

Traditional Systems Life Cycle  552 • Prototyping  553 • End-User 

Development  555 • Application Software Packages and Outsourcing  556

13.5 What are new approaches for system building in the digital firm era?  558

Rapid Application Development (RAD)  559 • Component-Based 

Development and Web Services  559 • Mobile Application Development: 

Designing for a Multi-Screen World  560

 ◆Interactive Session: Technology What Does It Take to Go Mobile?  562

Review Summary  564 • Key Terms  565 • Review Questions  565 • Discussion 
Questions  566 

Hands-On MIS Projects  566

Management Decision Problems  566 • Improving Decision Making: 

Using Database Software to Design a Customer System for Auto Sales  567 

• Achieving Operational Excellence: Analyzing Web Site Design and 

Information Requirements  568

Collaboration and Teamwork:  568

 ◆Case Study: SourceGas Goes for Better Workforce Scheduling Systems  568

 ◆References: 571

Chapter 14 Managing Projects  572

 ◆Opening Case: Nu Skin’s New Human Resources System Project Puts People 

First  573

14.1 What are the objectives of project management and why is it so essential in 

developing information systems?  575

Runaway Projects and System Failure  575

 ◆Interactive Session: Management Westinghouse Electric Takes on the Risks of a 

“Big Bang” Project  577

Project Management  Objectives  578

 ◆Interactive Session: Organizations Britain’s National Health Service Jettisons 

Choose and Book System  579

14.2 What methods can be used for selecting and evaluating information systems 

projects and aligning them with the firm’s business goals?  581

Management Structure for Information Systems Projects  581 • Linking 

Systems Projects to the Business Plan  582 • Information Requirements 

and Key Performance Indicators  584 • Portfolio Analysis  584 • Scoring 

Models  584

14.3 How can firms assess the business value of information systems?  585

Information System Cost and Benefits  585 • Real Options Pricing 

Models  588 • Limitations of Financial Models  589

14.4 What are the principal risk factors in information systems projects, and how 

can they be managed?  589

Dimensions of Project Risk  589 • Change Management and the Concept 

of Implementation  590 • Controlling Risk Factors  592 • Designing for the 

Organization  595 • Project Management Software Tools  596

001-017 FM Global.indd   15 2/19/2015   10:47:13 AM



16 Contents

Review Summary  597 • Key Terms  598 • Review Questions  598 • Discussion 
Questions  599 

Hands-On MIS Projects  599

Management Decision Problems  599 • Improving Decision Making: Using 

Spreadsheet Software for Capital Budgeting for a New CAD System  600 • 

Improving Decision Making: Using Web Tools for Buying and Financing a 

Home  600

Collaboration and Teamwork:  600

 ◆Case Study: A Shaky Start for Healthcare.gov  601

 ◆References: 604

Chapter 15 Managing Global Systems  606

 ◆Opening Case: L’Oréal’s Global Makeover  607

15.1 What major factors are driving the internationalization of business?  609

Developing an International Information Systems Architecture  610 • 

The Global Environment: Business Drivers and Challenges  611 • State of 

the Art  614

15.2 What are the alternative strategies for developing global businesses?  615

Global Strategies and Business Organization  615 • Global Systems to Fit the 

Strategy  616 • Reorganizing the Business  617

15.3 What are the challenges posed by global information systems and 

management solutions for these challenges?  618

A Typical Scenario: Disorganization on a Global Scale  618 • Global Systems 

Strategy  619 • The Management Solution: Implementation  622

15.4 What are the issues and technical alternatives to be considered when 

developing international information systems?  623

Computing Platforms and Systems Integration  623 • Connectivity  624 • 

Software Localization  625

 ◆Interactive Session: Organizations E-Commerce Russian-Style  626

 ◆Interactive Session: Management South Korea’s Restricted Internet  628

Review Summary  629 • Key Terms  630 • Review Questions  630 • Discussion 
Questions  631 

Hands-On MIS Projects  631

Management Decision Problems  631 • Achieving Operational Excellence: 

Building a Job Database and Web Page for an International Consulting 

Firm  632 • Improving Decision Making: Conducting International 

Marketing and Pricing Research  632

Collaboration and Teamwork:  632

 ◆Case Study: Unilever’s Push Toward Unified Global Systems  633

 ◆References: 636

Glossary 637

Indexes 651

001-017 FM Global.indd   16 2/19/2015   10:47:13 AM



001-017 FM Global.indd   17 2/19/2015   10:47:13 AM

This page intentionally left blank 



BUSINESS CASES AND INTERACTIVE SESSIONS

Here are some of the business firms you will find described in the cases and Interactive Sessions of this 

book:

Chapter 1: Information Systems in Global Business Today
Rugby Football Union Tries Big Data

Meet the New Mobile Workers

UPS Competes Globally with Information Technology

Mashaweer: Online Personal Services in the Gulf 

Chapter 2: Global E-Business and Collaboration
Social Business at BASF

Schiphol International Hub to Become Faultless: Truth or Dare? 

Is Social Business Working Out?

Modernization of NTUC Income 

Chapter 3: Information Systems, Organizations, and Strategy
Grupo Modelo: Competing On Processes

Automakers Become Software Companies 

Identifying Market Niches in the Age of Big Data

Can This Bookstore Be Saved?

Chapter 4: Ethical and Social Issues in Information Systems
Content Pirates Sail the Web

Monitoring in the Workplace

Big Data Gets Personal: Behavioral Targeting

Facebook Privacy: There Is No Privacy

Chapter 5: IT Infrastructure and Emerging Technologies
Toyota Motor Europe Manages with the Cloud 

The Greening of the Data Center 

Is It Time for Cloud Computing?

The Pleasures and Pitfalls of BYOD

Chapter 6: Foundations of Business Intelligence: Databases and Information Management 
BAE Systems 

Driving ARI Fleet Management with Real-Time Analytics

American Water Keeps Data Flowing

LEGO: Embracing Change by Combining BI with a Flexible Information System 

Chapter 7: Telecommunications, the Internet and Wireless Technology 
RFID and Wireless Technology Speed Up Production at Continental Tires 

The Battle over Net Neutrality

Monitoring Employees on Networks: Unethical or Good Business?

RFID Propels the  Angkasa Library Management System
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P re f a c e

We wrote this book for business school students who wanted an in-depth look at 

how today's business firms use information technologies and systems to achieve 

corporate objectives. Information systems are one of the major tools available 

to business managers for achieving operational excellence,  developing new 

products and services, improving decision making, and achieving  competitive 

advantage. Students will find here the most up-to-date and comprehensive 

overview of information systems used by business firms today. After  reading 

this book, we expect students will be able to participate in, and even lead, 

 management discussions of information systems for their firms.

When interviewing potential employees, business firms often look for new 

hires who know how to use information systems and technologies for  achieving 

bottom-line business results. Regardless of whether you are an accounting, 

finance, management, operations management, marketing, or information 

 systems major, the knowledge and information you find in this book will be 

valuable throughout your business career.

WHAT’S NEW IN THIS EDITION

CURRENCY

The 14th edition features all new opening, closing and Interactive Session 

cases. The text, figures, tables, and cases have been updated through October 

2014 with the latest sources from industry and MIS research.

NEW FEATURES

• Assisted-graded Writing Questions at the end of each chapter with 
 prebuilt grading rubrics and computerized essay scoring help instructors 
prepare, deliver, and grade writing assignments. 

• New Video Cases collection: 39 video cases (2 or more per chapter) 
and 18 additional instructional videos covering key concepts and 
 experiences in the MIS world.

• Learning Tracks: 47 Learning Tracks  for additional coverage of  selected 
topics.

• Video Cases and Chapter Cases are listed at the beginning of each 
chapter.

NEW TOPICS
• Social, Mobile, Local: New e-commerce content in Chapter 10 describ-

ing how social tools, mobile technology, and location-based services are 
 transforming marketing and advertising. 
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• Big Data: Chapter 6 on Databases and Information Management updated 
to provide in-depth coverage of Big Data and new data management 
 technologies, including Hadoop, in-memory computing, non-relational 
databases, and analytic platforms. 

• Cloud Computing: Updated coverage of cloud computing in Chapter 
5 (IT Infrastructure), with more detail on types of cloud services, private 
and public clouds, hybrid clouds, managing cloud services, and a new 
Interactive Session on using cloud services. Cloud computing also covered 
in Chapter 6 (databases in the cloud); Chapter 8 (cloud security); Chapter 
9 (cloud-based CRM and ERP); Chapter 10 (e-commerce); and Chapter 13 
(cloud-based  systems development ).

• Social Business: Extensive coverage of social business, introduced in 
Chapter 2 and discussed in throughout the text. Detailed discussions of 
enterprise (internal corporate) social networking as well as social network-
ing in e-commerce. 

• Consumerization of IT and BYOD

• Internet of Things

• Visual Web

• Location analytics

• Location-based services (geosocial, geoadvertising, geoinformation 
services)

• Building an e-commerce presence

• Wearable computers

• Mobile application development, mobile and native apps

• Operational intelligence

• Expanded coverage of business analytics including big data analytics

• Software-defined networking

• 3-D printing

• Quantum computing

• Two-factor authentication

• Ransomware

• Chief data officer

• MOOCs

WHAT’S NEW IN MIS?

Plenty. In fact, there’s a whole new world of doing business using new 

 technologies for managing and organizing. What makes the MIS field the most 

exciting area of study in schools of business is the continuous change in technol-

ogy, management, and business processes. (Chapter 1 describes these changes 

in more detail.)

IT Innovations. A continuing stream of information technology innovations 

is transforming the traditional business world. Examples include the emergence 

of cloud  computing, the growth of a mobile digital business platform based on 

 smartphones and tablet computers, and not least, the use of social networks by 

managers to achieve business objectives. Most of these changes have occurred 

in the last few years. These innovations enabling entrepreneurs and innovative 
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traditional firms to create new products and services, develop new business 

models, and transform the day-to-day conduct of business. In the process, some 

old businesses, even industries, are being destroyed while new businesses are 

springing up.

New Business Models. For instance, the emergence of online video stores like 

Netflix for streaming, and Apple iTunes for downloading, has forever changed 

how premium video is distributed, and even created. Netflix in 2013 attracted 

30 million subscribers to its DVD rental and streaming movie  business. Netflix 

now accounts for 90  percent of streaming premium movies and TV shows, 

and consumes an estimated 33 percent of Internet bandwidth in the United 

States. Netflix has moved into premium TV show production with House of 

Cards, and Arrested Development, challenging cable networks like HBO, and 

potentially disrupting the cable channels dominance of TV show production. 

Apple’s iTunes now accounts for 67 percent of movie and TV show downloads 

and has struck deals with major Hollywood studios for recent movies and TV 

shows. A growing trickle of viewers are unplugging from cable and using only 

the Internet for entertainment.

E-commerce Expanding. E-commerce will generate an estimated $470 

 billion in revenues in 2014, and is estimated to grow to nearly $700 billion in 

2018. Amazon's revenues grew 21 percent to $74 billion in 2013, despite a slowly 

expanding economy growing at 2 percent annually, while offline retail grew by 

only 5 percent. E-commerce is changing how firms design, produce and deliver 

their products and services. E-commerce has reinvented itself again, disrupting 

the traditional marketing and advertising industry and putting major media 

and content firms in jeopardy. Facebook and other social networking sites such 

as YouTube, Twitter, and Tumblr, exemplify the new face of e-commerce in the 

21st Century. They sell services. When we think of e-commerce we tend to 

think of a selling physical products. While this iconic vision of e-commerce is 

still very powerful and the fastest growing form of retail in the U.S., growing 

up alongside is a whole new value stream based on selling services, not goods. 

It’s a services model of e-commerce. Growth in social commerce is spurred by 

 powerful growth of the mobile platform: 60  percent of Facebook’s users access 

the service from mobile phones and tablets. Information systems and technolo-

gies are the foundation of this new services-based e-commerce. 

Management Changes. Likewise, the management of business firms has 

changed: With new mobile smartphones, high-speed wireless Wi-Fi networks, 

and wireless laptop  computers, remote salespeople on the road are only seconds 

away from their  managers’ questions and oversight. Managers on the move are 

in direct, continuous  contact with their employees. The growth of enterprise-

wide information  systems with extraordinarily rich data means that manag-

ers no longer operate in a fog of  confusion, but instead have online, nearly 

instant, access to the really important information they need for accurate and 

timely decisions. In addition to their public uses on the Web, wikis and blogs 

are becoming important corporate tools for communication, collaboration, and 

information sharing.

Changes in Firms and Organizations: Compared to industrial organizations 

of the previous century, new fast-growing 21st Century business firms put less 

emphasis on  hierarchy and structure, and more emphasis on employees taking 

on multiple roles and tasks.  They put greater emphasis on competency and skills 

rather than  position in the hierarchy. They emphasize higher speed and more 

accurate decision making based on data and analysis. They are more aware of 
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changes in technology, consumer attitudes, and culture. They use social media to 

enter into conversations with consumers, and demonstrate a greater  willingness 

to listen to consumers, in part because they have no choice. They show better 

understanding of the importance of  information technology in  creating and 

 managing business firms and other  organizations. To the extent organizations 

and business firms  demonstrate these characteristics, they are 21st Century 

 digital firms. 

THE 14TH EDITION: THE COMPREHENSIVE SOLUTION 
FOR THE MIS CURRICULUM

Since its inception, this text has helped to define the MIS course around the 

globe. This edition continues to be authoritative, but is also more customizable, 

flexible, and geared to meeting the needs of different colleges, universities, and 

individual instructors. Many of its learning tools are now available in digital 

form. This book is now part of a complete learning package that includes the 

core text, Video Case Package, and Learning Tracks.

The core text consists of 15 chapters with hands-on projects covering the 

most essential topics in MIS. An important part of the core text is the Video 

Case Study and Instructional Video Package: 39 video case studies (2-3 per 

chapter) plus 18 instructional videos that illustrate business uses of information 

systems, explain new technologies, and explore concepts. Videos are keyed to 

the topics of each chapter.

In addition, for students and instructors who want to go deeper into selected 

topics, there are 47 online Learning Tracks that cover a variety of MIS topics in 

greater depth. 

THE CORE TEXT

The core text provides an overview of fundamental MIS concepts using an 

integrated framework for describing and analyzing information systems. 

This framework shows information systems composed of people, organiza-

tion, and technology elements and is reinforced in student projects and case 

studies.

Chapter  Organ izat ion
Each chapter contains the following elements:

• A Chapter Outline based on Learning Objectives

• Lists of all the Case Studies and Video Cases for each chapter

• A chapter-opening case describing a real-world organization to establish 
the theme and importance of the chapter

• A diagram analyzing the opening case in terms of the management, 
 organization, and technology model used throughout the text

• Two Interactive Sessions with Case Study Questions 

• A Review Summary keyed to the Student Learning Objectives

• A list of Key Terms that students can use to review concepts

• Review questions for students to test their comprehension of chapter 
material

• Discussion questions raised by the broader themes of the chapter.
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• A series of Hands-on MIS Projects consisting of two Management 
Decision Problems, a hands-on application software project, and a project 
to develop Internet skills

• A Collaboration and Teamwork Project to develop teamwork and 
 presentation skills, with options for using open source collaboration tools

• A chapter-ending case study for students to apply chapter concepts

• Two assisted-graded writing questions with prebuilt grading rubrics

• Chapter references

KEY FEATURES
We have enhanced the text to make it more interactive, leading-edge, and 

appealing to both students and instructors. The features and learning tools are 

described in the following sections:

Bus iness -Dr iven  wi th  Rea l -Wor ld  Bus iness  Cases  and 
Examples
The text helps students see the direct connection between information  systems 

and business performance. It describes the main business objectives  driving the 

use of information systems and technologies in corporations all over the world: 

operational excellence; new products and services; customer and  supplier 

 intimacy; improved decision making; competitive advantage; and  survival. 

In-text examples and case studies show students how specific companies use 

information systems to achieve these objectives.

We use only current (2014) examples from business and public organizations 

throughout the text to illustrate the important concepts in each chapter. All the 

case studies describe companies or organizations that are familiar to  students, 

such as Facebook, Walmart, Google, Target, Home Depot, Toyota, and Lego.

A diagram accompanying 
each chapter-opening case 
graphically illustrates how 
management, organization, 
and technology elements work 
together to create an informa-
tion system solution to the 
business challenges discussed 
in the case. 
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Interact iv i ty
There’s no better way to learn about MIS than by doing MIS! We provide 

 different kinds of hands-on projects where students can work with real-world 

business scenarios and data, and learn firsthand what MIS is all about. These 

projects heighten student involvement in this exciting subject. 

• Online Video Case Package. Students can watch short videos online, 
either in-class or at home or work, and then apply the concepts of the 
book to the analysis of the video. Every chapter contains at least two 
business video cases that explain how business firms and managers are 
using information systems, describe new management practices, and 
explore concepts discussed in the chapter. Each video case consists of a 
video about a real-world company, a background text case, and case study 
questions. These video cases enhance students’ understanding of MIS 
topics and the relevance of MIS to the business world. In addition, there 
are 18 Instructional Videos that describe developments and concepts in 
MIS keyed to respective chapters. 

• Interactive Sessions. Two short cases in each chapter have been 
 redesigned as Interactive Sessions to be used in the classroom (or on 
Internet discussion boards) to stimulate student interest and active 
 learning. Each case concludes with case study questions. The case study 
questions provide topics for class discussion, Internet discussion, or 
 written assignments. 

Case Study Questions 
encourage students to apply 
chapter concepts to real-world 
companies in class discussions, 
student presentations, or 
writing assignments.

Each chapter contains two 
Interactive Sessions on 
Management, Organizations, 
or Technology using real-world 
companies to illustrate chapter 
concepts and issues.
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Each chapter features a 
project to develop Internet 
skills for accessing informa-
tion, conducting research, and 
performing online calculations 
and analysis.

Two real-world business 
scenarios per chapter provide 
opportunities for 
students to apply chapter 
concepts and practice man-
agement decision making.

• Hands-on MIS Projects. Every chapter concludes with a Hands-on 
MIS Projects section containing three types of projects: two 
Management Decision Problems, a hands-on application software 
 exercise using Microsoft Excel, Access, or Web page and blog creation 
tools, and a  project that develops Internet business skills. A Dirt Bikes 
USA running case provides additional hands-on projects for each 
chapter. 

• Collaboration and Teamwork Projects. Each chapter features a 
collaborative project that encourages students working in teams to use 
Google Drive, Google Docs, or other open-source collaboration tools. 
The first team project in Chapter 1 asks students to build a collaborative 
Google site.

Students practice using 
software in real-world settings 
for achieving operational 
excellence and enhancing 
decision making.
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