
Unit- 1 

What is Management 

Management is the process of reaching organizational goals by working with and through 

people and other organizational resources.  

Management has the following 3 characteristics: 

• It is a process or series of continuing and related activities. 

• It involves and concentrates on reaching organizational goals. 

• It reaches these goals by working with and through people and other organizational 

resources. 

 MANAGEMENT FUNCTIONS: 

The 4 basic management functions that make up the management process are described in the 

following sections: 

• PLANNING 

• ORGANIZING 

• INFLUENCING 

• CONTROLLING. 

PLANNING: Planning involves choosing tasks that must be performed to attain organizational 

goals, outlining how the tasks must be performed, and indicating when they should be 

performed. Planning activity focuses on attaining goals. Managers outline exactly what 

organizations should do to be successful. Planning is concerned with the success of the 

organization in the short term as well as in the long term. 

ORGANIZING: 

Organizing can be thought of as assigning the tasks developed in the planning stages, to various 

individuals or groups within the organization. Organizing is to create a mechanism to put plans 

into action. People within the organization are given work assignments that contribute to the 

company’s goals. Tasks are organized so that the output of each individual contributes to the 

success of departments, which, in turn, contributes to the success of divisions, which ultimately 

contributes to the success of the organization. 

INFLUENCING: 



Influencing is also referred to as motivating ,leading or directing. Influencing can be defined as 

guiding the activities of organization members in he direction that helps the organization move 

towards the fulfillment of the goals. The purpose of influencing is to increase productivity. 

Human-oriented work situations usually generate higher levels of production over the long 

term than do task oriented work situations because people find the latter type distasteful. 

CONTROLLING: 

Controlling is the following roles played by the manager: 

• Gather information that measures performance 

• Compare present performance to pre established performance norms. 

• Determine the next action plan and modifications for meeting the desired performance 

parameters. 

• Controlling is an ongoing process. 

  

 

 

 

 

 



 

 

 

 

 

Characteristics or features of management: 

1. Management is goal oriented process: 

Management always aims at achieving the organizational objectives. 

The functions and activities of manager lead to the achievement of organisational objectives; 

for example, if the objective of a company is to sell 1000 computers then manager will plan the 

course of action, motivate all the employees and organise all the resources keeping in mind the 

main target of selling 1000 computers. 

2. Management is Pervasive: 

Management is a universal phenomenon. The use of management is not restricted to business 

firms only it is applicable in profit-making, non-profit-making, business or non-business 

organizations; even a hospital, school, club and house has to be managed properly. Concept of 

management is used in the whole world whether it is USA, UK or India. 

3. Management is Multidimensional: 

Management does not mean one single activity but it includes three main activities: 

i. Management of work 

ii. Management of people 

iii. Management of operations 

(a) Management of work: 

All organizations are set up to perform some task or goal. Management activities aim at 

achieving goals or tasks to be accomplished. The task or work depends upon the nature of 

Business for example, work to be accomplished in a school is providing education, in hospital is 

to treat patient, in industry to manufacture some product. Management makes sure that work 

is accomplished effectively and efficiently. 



(b) Management of people: 

People refer to Human resources and Human resources are the most important assets of an 

organization. An organization can win over competitor with efficient employees only because 

two organizations can have same physical, technological and financial resources but not human 

resources. Management has to get task accomplished through people only. 

Managing people has two dimensions: 

(i) Taking care of employee’s individual needs 

(ii) Taking care of group of people 

(c) Management of operations: 

Operations refer to activities of production cycle such as buying inputs, converting them into 

semi-finished goods, finished goods. 

Management of operations concentrates on mixing management of work with management 

of people, i.e., deciding what work has to be done, how it has to be done and who will do it. 

4. Management is a continuous process: 

Management is a continuous or never ending function. All the functions of management are 

performed continuously, for example planning, organizing, staffing, directing and controlling 

are performed by all the managers all the time. Sometimes, they are doing planning, then 

staffing or organizing etc. Managers perform ongoing series of functions continuously in the 

organization. 

5. Management is a group activity: 

Management always refers to a group of people involved in managerial activities. The 

management functions cannot be performed in isolation. Each individual performs his/her role 

at his/her status and department, and then only management function can be executed. 

Even the result of management affects every individual and every department of the 

organization so it always refers to a group effort and not the individual effort of one person.\ 

6. Management is a dynamic function: 

Management has to make changes in goal, objectives and other activities according to changes 

taking place in the environment. The external environment such as social, economical, technical 

and political environment has great influence over the management. 



As changes take place in these environments, same are implemented in organisation to survive 

in the competitive world. 

7. Intangible: 

Management function cannot be physically seen but its presence can be felt. The presence of 

management can be felt by seeing the orderliness and coordination in the working 

environment. It is easier to feel the presence of mismanagement as it leads to chaos and 

confusion in the organization. 

For example, if the inventory of finished products is increasing day by day it clearly indicates 

mismanagement of marketing and sales. 

 

8. Composite process: 

Management consists of series of functions which must be performed in a proper sequence. 

These functions are not independent of each other. 

They are inter-dependent on each other. As the main functions of management are planning, 

organizing, staffing, directing and controlling; organising cannot be done without doing 

planning, similarly, directing function cannot be executed without staffing and planning and it is 

difficult to control the activities of employees without knowing the plan. All the functions inter-

dependent on each other that is why management is considered as a composite process of all 

these functions. 

 

9. Balancing effectiveness and efficiency: 

Effectiveness means achieving targets and objectives on time. Efficiency refers to optimum or 

best utilization of resources. Managements always try to balance both and get the work done 

successfully. Only effectiveness and only efficiency is not enough for an organisation: a balance 

must be created in both. 

For example, if the target of an employee is to produce 100 units in one month time and 

achieving the target by wasting resources and mishandling the machinery, will not be in the 

interest of organization. On the other hand, if the employee spends lot of time in handling the 

machine carefully and managing the resources carefully and fails to complete the target on 

time, it will also not be in the interest of organization. Manager sees to it that this target is 

achieved on time-and with optimum use of resources. 



 

Strategy of Management 

Business Management: The activities associated with running a company, such as controlling, 

leading, monitoring, organizing, and planning. Management in all business areas and 

organizational activities are the acts of getting people together to accomplish desired goals and 

objectives efficiently and effectively. 

 

Fig: Business Management  

HR Management: Human Resource Management is the process of recruitment and selecting 

employee, providing orientation and induction, training and development, assessment of 

employee (performance of appraisal), providing compensation and benefits, motivating, 

maintaining proper relations with employees and with trade unions, maintaining employee’s 

safety, welfare and healthy measures in compliance with labour laws of the land. 

• Human Resource Management (HRM) is the function within an organization that 

focuses on the recruitment of, management of, and providing direction for the people 

who work in an organization. 

• The HRM department members provide the knowledge, necessary tools, training, 

administrative services, coaching, legal and management advice, and talent 

management oversight that the rest of the organization needs for successful operation. 



• Human Resource Management includes conducting job analyses, planning personnel 

needs, recruiting the right people for the job, orienting and training, managing wages 

and salaries, providing benefits and incentives, evaluating performance, resolving 

disputes, and communicating with all employees at all levels. Examples of core qualities 

of HR management are extensive knowledge of the industry, leadership, and effective 

negotiation skills. Formerly called personnel management. 

 

Fig: HR Management 

Financial Management : Financial Management means planning, organizing, directing and 

controlling the financial activities such as procurement and utilization of funds of the 

enterprise. It means applying general management principles to financial resources of the 

enterprise. 

Objectives of Financial Management 

The financial management is generally concerned with procurement, allocation and control of 

financial resources of a concern. The objectives can be- 

 

• To ensure regular and adequate supply of funds to the concern. 

• To ensure adequate returns to the shareholders which will depend upon the earning 

capacity, market price of the share, expectations of the shareholders. 

• To ensure optimum funds utilization. Once the funds are procured, they should be 

utilized in maximum possible way at least cost. 



• To ensure safety on investment, i.e., funds should be invested in safe ventures so that 

adequate rate of return can be achieved. 

• To plan a sound capital structure-There should be sound and fair composition of capital 

so that a balance is maintained between debt and equity capital. 

Functions of Financial Management 

Estimation of capital requirements: A finance manager has to make estimation with 

regards to capital requirements of the company. This will depend upon expected costs and 

profits and future programmes and policies of a concern. Estimations have to be made in an 

adequate manner which increases earning capacity of enterprise. 

Determination of capital composition: Once the estimation have been made, the capital 

structure have to be decided. This involves short- term and long- term debt equity analysis. 

This will depend upon the proportion of equity capital a company is possessing and 

additional funds which have to be raised from outside parties. 

Choice of sources of funds: For additional funds to be procured, a company has many 

choices like- 

• Issue of shares and debentures 

• Loans to be taken from banks and financial institutions 

• Public deposits to be drawn like in form of bonds. 

*Investment of funds: The finance manager has to decide to allocate funds into profitable 

ventures so that there is safety on investment and regular returns is possible. 

Disposal of surplus: The net profits decision have to be made by the finance manager. This 

can be done in two ways: 

• Dividend declaration - It includes identifying the rate of dividends and other benefits 

like bonus. 

• Retained profits - The volume has to be decided which will depend upon expansion, 

innovational, diversification plans of the company. 

Management of cash: Finance manager has to make decisions with regards to cash 

management. Cash is required for many purposes like payment of wages and salaries, 

payment of electricity and water bills, payment to creditors, meeting current liabilities, 

maintainance of enough stock, purchase of raw materials, etc. 



Financial controls: The finance manager has not only to plan, procure and utilize the funds 

but he also has to exercise control over finances. This can be done through many 

techniques like ratio analysis, financial forecasting, cost and profit control, etc. 

 

Fig: Financial Management Process 

 

Marketing Management: Marketing is the process used to determine what products or services 

may be of interest to customers and the strategy to use in sales, communications and business 

development. Marketing management is the analysis, planning, implementation and control of 

programmers designed to bring about desired exchanges with target markets for the purpose 

of achieving organizational objectives. Marketing managers play a critical role in the success of 

a company. Responsible for developing the customer base of a company, a marketing manager 

plays a direct role in fostering relationships with customers. 



Following is a brief summary of functions of Marketing 

• Marketing Objectives: marketing management determines the marketing 

objectives. The marketing objectives may be short term or long term and need a 

clear approach. They have to be in coherence with the aims and objectives of the 

organization.  

• Planning: After objectively determining the marketing Objectives, the important 

function of the marketing Management is to plan how to achieve those objectives. 

This includes sales forecast, marketing programmers formulation, marketing 

strategies. 

• Organization: A plan once formulated needs implementation. Organizing functions 

of marketing management involves the collection and coordination of required 

means to implement a plan and to achieve pre determined objectives. The 

organization involves structure of marketing organization, duties, responsibilities 

and powers of various members of the marketing organization. 

• Coordination: Coordination refers to harmonious adjustment of the activities of the 

marketing organization. It involves coordination among various activities such as 

sales forecasting, product planning, product development, transportation, 

warehousing etc. 

• Direction: Direction in marketing management refers to development of new 

markets, leadership of employees, motivation, inspiration, guiding and supervision 

of the employees. 

• Control: Control refers to the effectiveness with which a marketing plan is 

implemented. It involves the determination of standards, evaluation of actual 

performance, adoption of corrective measures,  

• Staffing: Employment of right and able employees is very crucial to success of a 

market plan. The market manager coordinates with the Human Resource Manager 

of an organization to be able to hire the staff with desired capability. 

• Analysis and Evaluation: The marketing management involves the analysis and 

evaluation of the productivity and performs mace of individual employees. 



 

Fig: Marketing Management  

Information Management: Information management (IM) is the collection and management of 

information from one or more sources and the distribution of that information to one or more 

audiences. This sometimes involves those who have a stake in, or a right to that information. 

Management means the organization of and control over the structure, processing and delivery 

of information. 

The purpose of information management is to: 

• design, develop, manage, and use information with insight and innovation 

• support decision making and create value for individuals, organizations, communities, 

and societies 

 

Fig: Information Management System  



Introduction to information management:  

Information Society : A society in which low cost information technology, computers, and 

telecommunications are widely used to facilitate communication nationally and internationally, 

and to promote access to libraries, data archives, and other stores of information held by 

private organizations or in the public domain. It is argued that this greater facility of 

communication and increased access to information creates a qualitatively different society 

with attendant new problems, such as information overload, and the need for new forms of 

regulation to control information flows between persons, companies, and countries. Whereas 

market economies have traditionally been geared towards solving the problem of scarcity, 

information will practically by definition lead to problems of abundance, and questions about 

how tools should be developed to manage that abundance.  

Information Economy: Information economy is an economy with an increased emphasis on 

informational activities and information industry. Information economics or the economics of 

information is a branch of microeconomic theory that studies how information and information 

systems affect an economy and economic decisions. Information has special characteristics: It is 

easy to create but hard to trust. It is easy to spread but hard to control. It influences many 

decisions. 

Information resources: Information resource management (IRM) is a broad term in IT that 

refers to the management of records or information or data sets as a resource. This can relate 

to either business or government goals and objectives. Techniques of managing information as 

a shared organizational resource. IRM includes:  

• identification of information sources 

• type and value of information they provide 

• Ways of classification, valuation, processing, and storage of that information. 

Information can come from virtually anywhere — media, blogs, personal experiences, books, 

journal and magazine articles, expert opinions, encyclopedias etc. 

Information quality: Quality of information is an important concept. Information quality is a 

multi-attribute concept. If the attributes that define quality of information are of good quality 

or of high value then the information is said to have good quality. The attributes of quality of 

information are: 

• Timeliness- The speed at which the information is received. Normally, faster the 

information better is its quality. 



• Appropriateness- is the suitability matching of the receiver and the information, more 

the suitability of the information to the receiver, better its quality. 

• Reliability - the reliability of information is a key attribute of quality. Only if the 

information is reliable is it of any use. The understanding of reliability comes from past 

experience, the standing/reliability of the source, the methodology adopted to acquire 

and process the information and the channel of delivery. 

• Accuracy - is the correctness of the information. Normally, the higher the accuracy of 

the information, the better is its quality. 

• Completeness - is the measure of comprehensiveness. It is required to ensure that the 

information provided gives the complete picture of reality and not a part of the picture. 

Information quality is a relatively new concept to many organizations. With the increase in data 

collection and storage, and the mining of that data for business uses, the quality of the 

information produced becomes increasingly important.  Bad information can lead an 

organization to squander resources on ineffective projects, but quality information can identify 

needs, direct targeted services and create efficiencies in every day work. Clearly, this is an area 

worth close attention. 

 

Fig. Information Quality  

E-business and e-commerce:  

E-Commerce Definition 

E-commerce is “any transaction completed over a computer-mediated network that 

involves the transfer of ownership or rights to use goods and services,” defines the U.S. 

Census Bureau. Transactions aren't required to have a price and include both sales and 



items like free downloads. E-commerce includes transactions made on the internet, 

Intranet, Extranet, World Wide Web, by email and even by fax. 

E-commerce branches into two major groups: online purchasing and online shopping. Online 

purchasing businesses offer customers the ability to find information, place orders, request 

quotes or prices and submit purchase orders. Online shopping businesses provide information 

about products so that consumers can make a decision whether or not to purchase a product. 

Many e-commerce businesses practice online shopping and purchasing strategies to assemble 

an online store. 

E-Business Definition 

E-business is broader than e-commerce; including the transaction based e-commerce 

businesses and those who run traditionally but cater to online activities as well. An e-business 

can run any portion of its internal processes online, including inventory management, risk 

management, finance, human resources. For a business to be e-commerce and e-business, it 

must both sell products online and handle other company activities or additional sales offline. 

E-business can work for any business because it involves the whole business cycle from 

production, procurement, distribution, sales, payment, fulfillment, restocking and marketing.” 

Business strategy is complicated, as it involves four directions of planning: vertically, laterally, 

horizontally and downward. Vertical planning coordinates website front and back-end systems 

and horizontal planning coordinates e-commerce with customer relationships, supply-chain 

management and resource planning. Laterally, you must manage customers, business partners 

and suppliers while at the same time integrating new technologies and business processes 

downward through the organization. 

Comparison Chart  

Basis for Comparison  E-commerce  E- business  

Meaning  Trading of merchandise, over 
the internet is known as E-
commerce. 
 

Running business using the 
internet is known as E-
business. 
 
 

What is it? Subset  Superset  

Is it limited to monetary 
transactions? 

Yes no 

What they carry out? Commercial transactions Business transactions 

Requires   Website Website, CRM, ERP, etc. 

Which network is used? Internet Internet, Intranet and 
Extranet. 



 

Informatics: Informatics is the science of information and computer information systems. As an 

academic field it involves the practice of information processing, and the engineering of 

information systems. The field considers the interaction between humans and information 

alongside the construction of interfaces, organizations, technologies and systems. It also 

develops its own conceptual and theoretical foundations and utilizes foundations developed in 

other fields. As such, the field of informatics has great breadth and encompasses many 

individual specializations, including disciplines of computer science, information systems, 

information technology and statistics. Since the advent of computers, individuals and 

organizations increasingly process information digitally. This has led to the study of informatics 

with computational, mathematical, biological, cognitive and social aspects, including study of 

the social impact of information technologies. 

Software for information management: 

Personal productivity or office software: Productivity software is a category of application 

programs that help users produce things such as documents, databases, graphs, worksheets 

and presentations. 

Many productivity applications are intended for business use. Examples of office productivity 

software include word processors, database management systems (DBMS), graphics software 

and spreadsheet applications. The definition of productivity software is sometimes broadened 

to include any type of application that is used to help people do their jobs, including 

collaboration and communication programs. Some office Productivity software are - Google 

Apps for Business, LibreOffice Productivity Suite, Open Office, Microsoft Office. WordPerfect 

Office X5, Zoho, Quick office & Office Suite Pro5, Think Free. Etc. 

Database systems: A database is an organized collection of data. It is the collection of schemas, 

tables, queries, reports, views, and other objects. The data are typically organized to model 

aspects of reality in a way that supports processes requiring information, such as modeling the 

availability of rooms in hotels in a way that supports finding a hotel with vacancies.  

A database management system (DBMS) is a computer software application that interacts with 

the user, other applications, and the database itself to capture and analyze data. A general-

purpose DBMS is designed to allow the definition, creation, querying, update, and 

administration of databases. 



 

Fig : Data Base Management  

 

Fig : Database Management Process  

Systems software: System software refers to the files and programs that make up your 

computer's operating system. System files include libraries of functions, system services, drivers 

for printers and other hardware, system preferences, and other configuration files. The 

programs that are part of the system software include assemblers, compilers, file management 

tools, system utilities, and debuggers. 

System software, or systems software, is computer software designed to provide services to 

other software. Examples of system software include operating systems, computational science 

software, game engines, industrial automation, and software as a service applications. 



Network software: Networking software is a foundational element for any network. It helps 

administrators deploy, manage and monitor a network. Traditional networks are made up of 

specialized hardware, such as routers and switches, that bundle the networking software into 

the solution. Software-defined networking (SDN) separates that software from the hardware, 

making it easier to innovate and adapt the network to quickly meet changing network 

demands. 

Networking software is not the same as software applications. Network software exposes the 

inner-workings of the network to administrators, while software applications enable end users 

to perform specific tasks. Network software is “invisible” to end users – it is simply used to 

facilitate the access those users have to network resources, in a seamless way. 

The basic functionality of network software includes: 

• User management – enables administrators to add or remove users from the network. 

• File management – allows administrators to define the location of data storage and user 

access to that data. 

Network software allows multiple devices, such as desktops, laptops, mobile phones, tablets, 

and other systems to connect to one another, as well as other networks. The Internet is a prime 

example of a globally connected system of servers and computers that relies on networking 

software to ensure accessibility by end users. 

Technology for information management:  

Client / Server Model: The client-server model is a distributed application structure that 

partitions tasks or workloads between the providers of a resource or service, called servers, and 

service requesters, called clients. Often clients and servers communicate over a computer 

network on separate hardware, but both client and server may reside in the same system. A 

server host runs one or more server programs which share their resources with clients. A client 

does not share any of its resources, but requests a server's content or service function. Clients 

therefore initiate communication sessions with servers which await incoming requests. 

Examples of computer applications that use the client–server model are Email, network 

printing, and the World Wide Web. Client/server is a program relationship in which one 

program (the client) requests a service or resource from another program. 

When a client requests a connection to a server, the server can either accept or reject the 

connection. If the connection is accepted, the server establishes and maintains a connection 

with the client over a specific protocol. For example, an email client may request an SMTP 

connection to a mail server in order to send a message. The SMTP application on the mail 



server will then request authentication from the client, such as the email address and 

password. If these credentials match an account on the mail server, the server will send the 

email to the intended recipient. 

Online multiplayer gaming also uses the client-server model. One example is Blizzard's 

Battle.net service, which hosts online games for World of Warcraft, StarCraft, Overwatch, and 

others. When players open a Blizzard application, the game client automatically connects to a 

Battle.net server. Once players log in to Battle.net, they can see who else is online, chat with 

other players, and play matches with or against other gamers. 

NOTE: The client-server model may be contrasted to the P2P model, in which clients connect 

directly to each other. In a P2P connection, there is no central server required, since each 

machine acts as both a client and a server. 

 

Fig. Client / Server Model  

Types of Server:  

• File servers - With a file server, the Computer Network client passes requests for 

computer network files or file records over a computer network to the file server. This 

form of computer network data service requires large bandwidth and can slow a 

computer network with many users down considerably. Traditional LAN (Local area 

Network) computing allows users to share resources, such as data files and peripheral 

devices, by moving them from standalone PCUs onto a Networked File Server (NFS). 

• Database servers- In database servers, clients passes SQL (Structured Query Language) 

requests as messages to the server and the results of the query are returned over the 

network. The code that processes the SQL request and the data resides on the server 

allowing it to use its own processing power to find the requested data, rather than pass 



all the records back to a client and let it find its own data as was the case for the file 

server. 

• Transaction servers- Clients invoke remote procedures that reside on servers which also 

contains an SQL database engine. There are procedural statements on the server to 

execute a group of SQL statements (transactions) which either all succeed or fail as a 

unit. The applications based on transaction servers are called On-line Transaction 

Processing (OLTP) and tend to be mission-critical applications which require 1-3 second 

response time, 100% of the time and require tight controls over the security and 

integrity of the database. 

• Proxy server - The Proxy server is responsible for a connection between a client (web 

browser or an app) with and an external server to entertain the request for connection, 

performance enhancement, and accessibility. 

• Online Gaming Server - Gaming server has gained its popularity in a recent decay. This 

type of server is responsible for connecting hundreds of gamers around the world to an 

external server(s) for accessing gaming data. 

• Web servers - The web server is responsible for hosting website files and serve it up 

through a web browser. It loads an individual file of a web page and loads it to display in 

the browser as one complete page. HTTP or HTTPS (Hypertext Transfer Protocol or 

Hypertext Transfer Protocol Secure) communicate between server and web browser to 

load a web page. Hypertext Transfer Proto 

 

Classification of management functions 

There is no universally acceptable list of the functions of management. Various persons have 

classified the resources in different ways. However, the following heads of functions are 

generally acceptable: 

• Planning 

• Organizing 

• Staffing 

• Directing 

• Controlling 



Planning 

Planning is the most important function of management. It involves the managers to think 

before they can act or take any decisions. It recognizes the ability of a manager not to take any 

haste decisions or anticipate the plans of the future keeping in mind the theory of probability. 

Features of planning 

• Planning seeks to achieve certain objectives. 

• Planning is oriented towards the future. 

• Planning is a mental exercise. 

• Planning involves choice among the different course of actions. 

• Planning is the basis of all other functions. 

• Planning is a continuous process. 

• Planning is all pervading. 

Steps in planning 

The following steps are involved in the planning of management: 

 

• Collecting information about past, present and future forecasts to ensure profits for the 

firm. 

• Explaining objectives of the firm with regard to the present as well as future. 

• Developing planning premises. 

• Discovering alternative courses of actions. 

• Choosing the best alternative. 

• Defining subsidiary plans. 

• Reviewing and rectifying the plans in a timely and periodic manner. 

Advantages of planning 

The following are the advantages of planning: 



 

• Planning helps the managers to minimize deviations from the basic objective of the 

business that is mentioned in the memorandum of understanding. 

• Planning helps to minimize risks and losses. 

• Planning helps to improve the efficiency of operations. 

• Planing facilitates cooperation and teamwork. 

Limitations of planning 

• Lack of accurate information. 

• Time consuming. 

• Expensive. 

• Rigidity due to strict compliance with the plans. 

• Psychological barrier or willingness of the people to change. 

• External limitations changes in government policies, technology, labor regulations etc. 

Organization 

Once the plans are formulated, a network of authority-responsibility relationships is developed 

through which the managers can implement the plans. 

Steps in organizing 

The following steps are involved in the organization: 

• Identifying the activities required for achieving the objectives. 

• Classifying the activities into convenient groups. 

• Assigning these groups of activities to appropriate persons. 

• Delegating authority and fixing responsibility for carrying out the assigned duties. 

• Coordinating these authority responsibility relationships throughput the enterprise. 

Importance of organizing  



• A sound organization involves and contributes the success of business in the following 

ways; 

• Organization is the mechanism through which the management directs controls and 

coordinates the activities of the enterprise. 

• Sound organization involves and facilitates the growth and diversification by proper 

delegation of the authority. 

• Organization permits the optimum use of human resource by matching the work with 

talent. 

• Organization structure in group activity is the equivalent of social structure. 

• A harmonious organization structure enables the firm to adopt new technology. 

• Sound organization encourages the activities and create thinking leading to the 

development of managerial talent. 

Staffing 

Staffing involves the manning of the positions with the human resource of the enterprise. It is 

concerned with acquiring, developing, utilizing and maintaining human resources. The 

managers keep on trying different jobs with the talents and educational qualification of the 

individuals to ensure that only the right man gets the right job. 

Steps in staffing 

The following steps are involved in the staffing function: 

• Manpower planning which is associating and assessing the manpower requirements in 

terms of number and quality. 

• Recruitment, selection, placement and orientation. 

• Training ad development. 

• Appraisal, promotion and transfer. 

• Employee’s remuneration. 

Importance of staffing 

Efficient staffing provides the following benefits to a business: 



• Due to the process of matching jobs with individuals, the mangers probably get the 

correct man for the defined job who can profit the firm. 

• It helps to improve the quality and quantity of output the putting the right man in the 

right job. 

• It improves the job satisfaction of the employees. 

• It reduces the cost of personnel by avoiding wastage of human resources. 

• It facilitates the growth and diversification of organization by developing talent of 

employees. 

Directing 

Directing is concerned with the execution of the plans through organized action. It is also called 

the commanding and actuating. It is that part of the management process which actuates the 

members of the organization to work efficiently and effectively for the attainment of the 

desired objectives.  

Features of directing 

• Directing is an executing function as it initiates action. 

• Directing is an ongoing function, 

• Directing is the function of all managers. 

• Directing is an interpersonal aspect of management as it is concerned with human 

behavior. 

• Directing is the link between planning and control. 

Importance of directing 

• Initiates actions, 

• Improves efficiency. 

• Facilitates change. 

• Ensures coordination. 

Elements of directing 



Supervision: Supervision means overseeing subordinates at work. it refers to the direct and 

immediate observation and watching of subordinates in the performance of their tasks. 

Supervision is required at all levels of management. 

Steps in supervision 

• Planning and allocation of work. 

• Issuing orders and instructions to the subordinates. 

• Providing necessary guidelines to the employees. 

• Maintaining discipline. 

Communication: Communication is the process by which information and other relevant details 

are passed from hand to hand including the understanding that is involved in between the 

transactions as any communication without understanding is meaningless.. It involves exchange 

of information and ideas between two or more persons. Communication is a two way process 

and it completes when the feedback becomes known to the sender of the message. 

Communication is essential at all levels of management. It is just like the circulation of blood in 

human body. It facilitates decision making, promotes efficiency of employees, helps 

coordination, improves employee morale, promotes industrial harmony and boosts image of 

the organization. 

 

Motivation: Motivation is the process of stimulating people to take the desired results or 

course of action. It involves inspiring subordinates to work hard towards the accomplishment of 

desired objectives. Motivation is the task of every manager and is required at all levels. In order 

to motivate his subordinate, a manager must understand their needs and motives to the and 

provide appropriate financial and non-financial incentives to satisfy them. Motivation is the 

vital element in the management. It keeps the people satisfied so that they make the best 

utilization of their talent and resources. No organization can be successful unless its members 

are induced to contribute their best efforts for the attainment of the predetermined targets. 

 

Leadership: Leadership is the process of influencing the behavior of people in the desired 

manner. It involves guiding, inducing and actuating subordinates to work with enthusiasm and 

zeal. A leader interprets the objectives of the organization; suggest the right course of action an 

stimulating and guiding the people to achieve the objectives. To be a successful leader, a 



manger must possess several qualities like foresight, initiative, self-confidence, drive, courage, 

determination, integrating the character etc. 

Controlling 

Controlling is the process of measuring performance, comparing it with the defined objectives 

and standards that are widely acceptable and taking reform measures when everything goes 

out of order..  

Steps in controlling 

• Setting standards of performance.' 

• Measuring actual performance. 

• Comparing actual standards with the results. 

• Analysis cause of deviations. 

• Taking corrective actions. 

Importance of controlling 

Control function is indispensable for ensuring participatory and performance progress of the 

organization. An efficient control system improves efficiency of operations, ensured proper 

implementation of plans, and facilitates delegation of authority and coordination. It must be 

flexible and economical. It must report deviation properly and ensure corrective actions. You 

may visit the following link for career opportunities in management and institutions for 

business management and relative courses. 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

UNIT – 2 

• Information system strategy  

An information system (IS) is an organized system for the collection, organization, storage and 

communication of information. More specifically, it is the study of complementary networks 

that people and organizations use to collect, filter, and process, create and distribute data. "An 

information system (IS) is a group of components that interact to produce information." 

Information systems is an academic study of systems with a specific reference to information 

and the complementary networks of hardware and software that people and organizations use 

to collect, filter, process, create and also distribute data. An emphasis is placed on an 

information system having a definitive boundary, users, processors, storage, inputs, outputs 

and the aforementioned communication networks. 



Any specific information system aims to support operations, management and decision-making. 

An information system is the information and communication technology (ICT) that an 

organization uses, and also the way in which people interact with this technology in support of 

business processes. 

 

• IT governance: IT governance is a framework that ensures your organization’s IT 

infrastructure supports and enables the achievement of its corporate strategies and 

objectives. The official IT governance standard is ISO/IEC 38500:2015. It sets out a 

straightforward framework for the board's governance of information and communications 

technology and is a key resource for IT governance professionals everywhere in the world. 

 

• Stages of IS strategy development:  

Goal-Setting: The purpose of goal-setting is to clarify the vision for your business. This stage 

consists of identifying three key facets: First, define both short- and long-term objectives. 

Second, identify the process of how to accomplish your objective. Finally, customize the process 

for your staff; give each person a task with which he can succeed. Keep in mind during this 

process your goals to be detailed, realistic and match the values of your vision. Typically, the 

final step in this stage is to write a mission statement that succinctly communicates your goals 

to both your shareholders and your staff. 

Analysis: Analysis is a key stage because the information gained in this stage will shape the next 

two stages. In this stage, gather as much information and data relevant to accomplishing your 

vision. The focus of the analysis should be on understanding the needs of the business as a 

sustainable entity, its strategic direction and identifying initiatives that will help your business 

grow. Examine any external or internal issues that can affect your goals and objectives. Make 



sure to identify both the strengths and weaknesses of your organization as well as any threats 

and opportunities that may arise along the path. 

Strategy Formulation: The first step in forming a strategy is to review the information gleaned 

from completing the analysis. Determine what resources the business currently has that can 

help reach the defined goals and objectives. Identify any areas of which the business must seek 

external resources. The issues facing the company should be prioritized by their importance to 

your success. Once prioritized, begin formulating the strategy. Because business and economic 

situations are fluid, it is critical in this stage to develop alternative approaches that target each 

step of the plan. 

Strategy Implementation: Successful strategy implementation is critical to the success of the 

business venture. This is the action stage of the strategic management process. If the overall 

strategy does not work with the business' current structure, a new structure should be installed 

at the beginning of this stage. Everyone within the organization must be made clear of their 

responsibilities and duties, and how that fits in with the overall goal. Additionally, any resources 

or funding for the venture must be secured at this point. Once the funding is in place and the 

employees are ready, execute the plan. 

Evaluation and Control: Strategy evaluation and control actions include performance 

measurements, consistent review of internal and external issues and making corrective actions 

when necessary. Any successful evaluation of the strategy begins with defining the parameters 

to be measured. These parameters should mirror the goals set in Stage 1. Determine your 

progress by measuring the actual results versus the plan. Monitoring internal and external 

issues will also enable you to react to any substantial change in your business environment. If 

you determine that the strategy is not moving the company toward its goal, take corrective 

actions. If those actions are not successful, then repeat the strategic management process. 

Because internal and external issues are constantly evolving, any data gained in this stage 

should be retained to help with any future strategies. 

• Stages of growth model   

OLAY is a theoretical model for the growth of information technology (IT) in a business or 

similar organization. 

• Initiation- in which the organization has an operational focus and tries to get operational 

efficiency and thereby limited value from the information systems. 

• Contagion- in which the organization moves towards online systems after having tasted 

success in the initiation stage. More users are added. 



• Control- in which the management exercises control and makes a cost-benefit type of 

assessment. 

• Integration- in which the organization moves away from ad hoc isolated solutions based on 

information system to a service based information system. This is the stage when the 

organization transitions from a data processing outlook about information systems to more 

holistic information-based decision-making approach towards information systems. A more 

comprehensive approach towards information systems results in changes in the 

organization's behavior towards information systems and initiates a new appreciation for 

data and information. 

• Data administration- in which the organization begins to appreciate the value of 

information and makes efforts to centralize the data management to take advantage of the 

benefits of information based decision-making. 

• Maturity- in which the organization creates synergies in its corporate objectives and 

information systems planning so that the two can work in a synchronized manner. 

 

 

• external value chain analysis 

Value chain analysis (VCA) is a process where a firm identifies its primary and support activities 

that add value to its final product and then analyze these activities to reduce costs or increase 

differentiation. 



Value chain represents the internal activities a firm engages in when transforming inputs into 

output. Value chain represents the internal activities a firm engages in when transforming 

inputs into outputs. 

 

The value chain also known as value chain analysis is a business management concept that was 

developed by Michael Porter. In his book Competitive Advantage (1985) Michael Porter 

explains value chain analysis; that a value chain is a collection of activities that are performed 

by a company to create value for its customers. Value creation creates added value which leads 

to competitive advantage. Ultimately, added value also creates a higher profitability for an 

organization. 

Support activities of the value chain analysis 

Support activities assist the primary activities and they form the basis of any organization. In 

the figure dotted lines represent linkages between a support activity and a primary activity. A 

support activity such as human resource management for example is of importance within the 

primary activity operation but also supports other activities such as service and outbound 

logistics. 

Firm infrastructure: This concerns the support activities within the organization that enable the 

organization to maintain its daily operations. Line management, administrative handling, 

financial management are examples of activities that create value for the organization. 

Human resource management: This includes the support activities in which the development 

of the workforce within an organization is the key element. Examples of activities are recruiting 

staff, training and coaching of staff and compensating and retaining staff. 



Technology development: These activities relate to the development of the products and 

services of the organization, both internally and externally. Examples are IT, technological 

innovations and improvements and the development of new products based on new 

technologies. These activities create value using innovation and optimization. 

• External macro environment:  

• The major external and uncontrollable factors that influence an organization's decision 

making, and affect its performance and strategies. These factors include the economic 

factors; demographics; legal, political, and social conditions; technological changes; and 

natural forces. 

• Specific examples of macro environment influences include competitors, changes in 

interest rates, and changes in cultural tastes, disastrous weather, or government 

regulations. 

 

Macro Environment Factors 

 

• Demographic forces: Different market segments are typically impacted by common 

demographic forces, including country/region; age; ethnicity; education level; 

household lifestyle; cultural characteristics and movements. 

• Economic factors: The economic environment can impact both the organization’s 

production and the consumer’s decision making process. 

• Natural/physical forces: The Earth’s renewal of its natural resources such as forests, 

agricultural products, marine products, etc must be taken into account. There are also 

the natural non-renewable resources such as oil, coal, minerals, etc that may also 

impact the organization’s production. 

• Technological factors: The skills and knowledge applied to the production, and the 

technology and materials needed for production of products and services can also 

impact the smooth running of the business and must be considered. 

• Political and legal forces: Sound marketing decisions should always take into account 

political and/or legal developments relating to the organization and its markets. 

• Social and cultural forces: The impact the products and services your organizations 

brings to market have on society must be considered. Any elements of the production 



process or any products/services that are harmful to society should be eliminated to 

show your organization is taking social responsibility. A recent example of this is the 

environment and how many sectors are being forced to review their products and 

services in order to become more environmentally friendly. 

 

• Types of Information system project: An information system is integrated and co-ordinate 

network of components, which combine together to convert data into information. 

Classification of Information System: In any given organization information system can be 

classified based on the usage of the information. Therefore, an information system in an 

organization can be divided into operations support system and management support 

system. 

• Operations support system: In an organization, data input is done by the end user 

which is processed to generate information products i.e. reports, which are utilized by 

internal and or external users. Such a system is called operation support system. The 

purpose of the operation support system is to facilitate business transaction, control 

production, support internal as well as external communication and update organization 

central database. The operation support system is further divided into a transaction-

processing system, processing control system and enterprise collaboration system. 

• Transaction Processing System (TPS): In manufacturing organization, there are several 

types of transaction across department. Typical organizational departments are Sales, 

Account, Finance, Plant, Engineering, Human Resource and Marketing. Across which 

following transaction may occur sales order, sales return, cash receipts, credit sales; 

credit slips, material accounting, inventory management, depreciation accounting, etc. 

These transactions can be categorized into batch transaction processing, single 

transaction processing and real time transaction processing. 

• Process Control System:  In a manufacturing organization, certain decisions are made by 

a computer system without any manual intervention. In this type of system, critical 

information is fed to the system on a real-time basis thereby enabling process control. 

This kind of systems is referred as process control systems. 

• Enterprise Collaboration System: In recent times, there is more stress on team effort or 

collaboration across different functional teams. A system which enables collaborative 

effort by improving communication and sharing of data is referred to as an enterprise 

collaboration system. 



• Management Support System: Managers require precise information in a specific 

format to undertake an organizational decision. A system which facilitates an efficient 

decision making process for managers is called management support system. 

Management support systems are essentially categorized as management information 

system, decision support system, expert system and accounting information system. 

 

• Resource planning system: Enterprise resource planning (ERP) is the integrated 

management of core business processes, often in real-time and mediated by software and 

technology. These business activities can include: 

• product planning, purchase 

• production planning 

• manufacturing or service delivery 

• marketing and sales 

• materials management 

• inventory management 

• shipping and payment 

• finance 

Enterprise ERP Trends 

The ERP field can be slow to change, but the last couple of years have unleashed forces which 

are fundamentally shifting the entire area. The following new and continuing trends affect 

enterprise ERP software: 

• Mobile ERP: Executives and employees want real-time access to information, regardless 

of where they are. It is expected that businesses will embrace mobile ERP for the 

reports, dashboards and to conduct key business processes. 

• Cloud ERP: The cloud has been advancing steadily into the enterprise for some time, but 

many ERP users have been reluctant to place data cloud. Those reservations have 

gradually been evaporating, however, as the advantages of the cloud become apparent. 

• Social ERP: There has been much hype around social media and how important —or not 

— it is to add to ERP systems. Certainly, vendors have been quick to seize the initiative, 



adding social media packages to their ERP systems with much fanfare. But some wonder 

if there is really much gain to be had by integrating social media with ERP. 

• Two-tier ERP: Enterprises once attempted to build an all-encompassing ERP system to 

take care of every aspect of organizational systems. But some expensive failures have 

gradually brought about a change in strategy – adopting two tiers of ERP. 

 

• Basic Phases of Project Management: Project Management Institute, Inc. (PMI) defines 

project management as "the application of knowledge, skills, tools and techniques to a 

broad range of activities in order to meet the requirements of a particular project." The 

process of directing and controlling a project from start to finish may be further divided 

into 5 basic phases: 

• Project conception and initiation: An idea for a project will be carefully examined to 

determine whether or not it benefits the organization. During this phase, a decision 

making team will identify if the project can realistically be completed. 

• Project definition and planning: A project plan, project charter and/or project scope 

may be put in writing, outlining the work to be performed. During this phase, a team 

should prioritize the project, calculate a budget and schedule, and determine what 

resources are needed. 

• Project launch or execution: Resources' tasks are distributed and teams are informed of 

responsibilities. This is a good time to bring up important project related information. 

• Project performance and control:  Project managers will compare project status and 

progress to the actual plan, as resources perform the scheduled work. During this phase, 

project managers may need to adjust schedules or do what is necessary to keep the 

project on track. 

• Project close:  After project tasks are completed and the client has approved the 

outcome, an evaluation is necessary to highlight project success and/or learn from 

project history. 

Projects and project management processes vary from industry to industry; however, these 

are more traditional elements of a project. The overarching goal is typically to offer a 

product, change a process or to solve a problem in order to benefit the organization. 



 

10 Methodology Project Management Process: In order to achieve goals and planned results 

within a defined schedule and a budget, a manager uses a project. Regardless of which field or 

which trade, there are assortments of methodologies to help managers at every stage of a 

project from the initiation to implementation to the closure. In this tutorial, we will try to 

discuss the most commonly used project management methodologies. 

A methodology is a model, which project managers employ for the design, planning, 

implementation and achievement of their project objectives. There are different project 

management methodologies to benefit different projects. 

For example, there is a specific methodology, which NASA uses to build a space station 

while the Navy employs a different methodology to build submarines. Hence, there are 

different project management methodologies that cater to the needs of different projects 

spanned across different business domains. 

Project Methodologies 

Following are the most frequently used project management methodologies in the project 

management practice: 

• Adaptive Project Framework: In this methodology, the project scope is a variable. 

Additionally, the time and the cost are constants for the project. Therefore, during the 

project execution, the project scope is adjusted in order to get the maximum business 

value from the project. 



• Crystal Methods: In crystal method, the project processes are given a low priority. 

Instead of the processes, this method focuses more on team communication, team 

member skills, people and interaction. Crystal methods come under agile category. 

• Dynamic Systems Development Model (DSDM) : This is the successor of Rapid 

Application Development (RAD) methodology. This is also a subset of agile software 

development methodology and boasts about the training and documents support this 

methodology has. This method emphasizes more on the active user involvement during 

the project life cycle. 

• Feature Driven Development (FDD) : This methodology is more focused on simple and 

well-defined processes, short iterative and feature driven delivery cycles. All the 

planning and execution in this project type take place based on the features. 

• Information Technology Infrastructure Library (ITIL): This methodology is a collection of 

best practices in project management. ITIL covers a broad aspect of project 

management which starts from the organizational management level. 

• Joint Application Development (JAD): Involving the client from the early stages with the 

project tasks is emphasized by this methodology. The project team and the client hold 

JAD sessions collaboratively in order to get the contribution from the client. These JAD 

sessions take place during the entire project life cycle. 

• Rapid Application Development (RAD): This methodology focuses on developing 

products faster with higher quality. When it comes to gathering requirements, it uses 

the workshop method. Prototyping is used for getting clear requirements and re-use the 

software components to accelerate the development timelines. 

• Spiral: Spiral methodology is the extended waterfall model with prototyping. This 

method is used instead of using the waterfall model for large projects. 

• Systems Development Life Cycle (SDLC):  This is a conceptual model used in software 

development projects. In this method, there is a possibility of combining two or more 

project management methodologies for the best outcome. SDLC also heavily 

emphasizes on the use of documentat ion and has strict guidelines on it. 

• Waterfall (Traditional): This is the legacy model for software development projects. This 

methodology has been in practice for decades before the new methodologies were 

introduced. In this model, development lifecycle has fixed phases and linear timelines. 

This model is not capable of addressing the challenges in the modern software 

development domain. 



 

• Waterfall Model for system development : The waterfall model is a sequential (non-

iterative) design process, used in software development processes, in which progress is 

seen as flowing steadily downwards (like a waterfall) through the phases of conception, 

initiation, analysis, design, construction, testing, production/implementation and 

maintenance. 

Original waterfall model, the following phases are followed in order: 

• System and software requirements: captured in a product requirements document 

• Analysis: resulting in models, schema, and business rules 

• Design: resulting in the software architecture 

• Coding: the development, proving, and integration of software 

• Testing: the systematic discovery and debugging of defects 

• Operations: the installation, migration, support, and maintenance of complete systems 

 

The sequential phases in Waterfall model are − 

• Requirement Gathering and analysis − All possible requirements of the system to be 

developed are captured in this phase and documented in a requirement specification 

document. 



• System Design − The requirement specifications from first phase are studied in this 

phase and the system design is prepared. This system design helps in specifying 

hardware and system requirements and helps in defining the overall system 

architecture. 

• Implementation − With inputs from the system design, the system is first developed in 

small programs called units, which are integrated in the next phase. Each unit is 

developed and tested for its functionality, which is referred to as Unit Testing. 

• Integration and Testing − All the units developed in the implementation phase are 

integrated into a system after testing of each unit. Post integration the entire system is 

tested for any faults and failures. 

• Deployment of system − Once the functional and non-functional testing is done; the 

product is deployed in the customer environment or released into the market. 

• Maintenance − There are some issues which come up in the client environment. To fix 

those issues, patches are released. Also to enhance the product some better versions 

are released. Maintenance is done to deliver these changes in the customer 

environment. 

 

All these phases are cascaded to each other in which progress is seen as flowing steadily 

downwards (like a waterfall) through the phases. The next phase is started only after the 

defined set of goals are achieved for previous phase and it is signed off, so the name 

"Waterfall Model". In this model, phases do not overlap. 

Waterfall Model - Application 

Every software developed is different and requires a suitable SDLC approach to be 

followed based on the internal and external factors. Some situations where the use of 

Waterfall model is most appropriate are − 

• Requirements are very well documented, clear and fixed. 

• Product definition is stable. 

• Technology is understood and is not dynamic. 

• There are no ambiguous requirements. 

• Ample resources with required expertise are available to support the product. 

• The project is short. 

 

Waterfall Model – Advantages 

 

The advantages of waterfall development are that it allows for departmentalization and 

control. A schedule can be set with deadlines for each stage of development and a product can 



proceed through the development process model phases one by one. Development moves 

from concept, through design, implementation, testing, installation, troubleshooting, and ends 

up at operation and maintenance. Each phase of development proceeds in strict order. 

Some of the major advantages of the Waterfall Model are as follows − 

 

• Simple and easy to understand and use 

• Easy to manage due to the rigidity of the model. Each phase has specific deliverables 

and a review process. 

• Phases are processed and completed one at a time. 

• Works well for smaller projects where requirements are very well understood. 

• Clearly defined stages.5r 

• Well understood milestones. 

• Easy to arrange tasks. 

• Process and results are well documented. 

 

Waterfall Model - Disadvantages 

The disadvantage of waterfall development is that it does not allow much reflection or revision. 

Once an application is in the testing stage, it is very difficult to go back and change something 

that was not well-documented or thought upon in the concept stage. 

 

The major disadvantages of the Waterfall Model are as follows − 

 

• No working software is produced until late during the life cycle. 

• High amounts of risk and uncertainty. 

• Not a good model for complex and object-oriented projects. 

• Poor model for long and ongoing projects. 

• Not suitable for the projects where requirements are at a moderate to high risk of 

changing. So, risk and uncertainty is high with this process model. 

• It is difficult to measure progress within stages. 

• Cannot accommodate changing requirements. 

• Adjusting scope during the life cycle can end a project. 

• Integration is done as a "big-bang. at the very end, which doesn't allow identifying any 

technological or business bottleneck or challenges early. 

 

• Prototyping Model: The basic idea in Prototype model is that instead of freezing the 

requirements before a design or coding can proceed, a throwaway prototype is built to 



understand the requirements. This prototype is developed based on the currently known 

requirements. Prototype model is a software development model. By using this prototype, 

the client can get an “actual feel” of the system, since the interactions with prototype can 

enable the client to better understand the requirements of the desired system.  Prototyping 

is an attractive idea for complicated and large systems for which there is no manual process 

or existing system to help determining the requirements. The prototypes are usually not 

complete systems and many of the details are not built in the prototype. The goal is to 

provide a system with overall functionality. 

 

Advantages of Prototype model: 

 

• Users are actively involved in the development 

• Since in this methodology a working model of the system is provided, the users get a 

better understanding of the system being developed. 

• Errors can be detected much earlier. 

• Quicker user feedback is available leading to better solutions. 

• Missing functionality can be identified easily 

• Confusing or difficult functions can be identified 

• Requirements validation, Quick implementation of, incomplete, but 

• Functional, application. 



 

Disadvantages of Prototype model: 

• Leads to implementing and then repairing way of building systems. 

• Practically, this methodology may increase the complexity of the system as scope of 

the system may expand beyond original plans. 

• Incomplete application may cause application not to be used as the 

• full system was designed 

• Incomplete or inadequate problem analysis. 

 

• Dynamic system development method: Dynamic System Development Method is 

another approach to system development, which, as the name suggests, develops the 

system dynamically. This methodology is independent of tools, in that it can be used 

with both structured analysis and design approach or object-oriented approach. 

The Dynamic System Development Method (DSDM) is dynamic as it is a Rapid 

Application Development method that uses incremental prototyping. This method is 

particularly useful for the systems to be developed in short time span and where the 

requirements cannot be frozen at the start of the application building. Whatever 

requirements are known at a time, design for them is prepared and design is developed 

and incorporated into system. In Dynamic System Development Method (DSDM), 

analysis, design and development phase can overlap. Like at one time some people will 

be working on some new requirements while some will be developing something for the 

system. In Dynamic System Development Method (DSDM), requirements evolve with 

time. 

           Dynamic System Development Method (DSDM) has a five-phase life cycle 

• Feasibility study: In this phase the problem is defined and the technical feasibility of the 

desired application is verified. Apart from these routine tasks, it is also checked whether 

the application is suitable for Rapid Application Development (RAD) approach or not. 

Only if the RAD is found as a justified approach for the desired system, the development 

continues. 



• Business study: In this phase the overall business study of the desired system is done. 

The business requirements are specified at a high level and the information 

requirements out of the system are identified. Once this is done, the basic architectural 

framework of the desired system is prepared. The systems designed using Rapid 

Application Development (RAD) should be highly maintainable, as they are based on the 

incremental development process. The maintainability level of the system is also 

identified here so as to set the standards for quality control activities throughout the 

development process. 

• Functional Model Iteration: This is one of the two iterative phases of the life cycle. The 

main focus in this phase is on building the prototype iteratively and getting it reviewed 

from the users to bring out the requirements of the desired system. The prototype is 

improved through demonstration to the user, taking the feedback and incorporating the 

changes. This cycle is repeated generally twice or thrice until a part of functional model 

is agreed upon. The end product of this phase is a functional model consisting of 

analysis model and some software components containing the major functionality 

• Design and Build Iteration: This phase stresses upon ensuring that the prototypes are 

satisfactorily and properly engineered to suit their operational environment. The 

software components designed during the functional modeling are further refined till 

they achieve a satisfactory standard. The product of this phase is a tested system ready 

for implementation. There is no clear line between these two phases and there may be 

cases where while some component has flown from the functional modeling to the 

design and build modeling while the other component has not yet been started. The 

two phases, as a result, may simultaneously continue. 

• Implementation: Implementation is the last and final development stage in this 

methodology. In this phase the users are trained and the system is actually put into the 

operational environment. At the end of this phase, there are four possibilities,  

• Everything was delivered as per the user demand, so no further development 

required. 

• A new functional area was discovered, so return to business study phase and 

repeat the whole process 

• A less essential part of the project was missed out due to time constraint and so 

development returns to the functional model iteration. 



• Some non-functional requirement was not satisfied, so development returns to 

the design and build iterations phase. 

 

Dynamic System Development Method (DSDM) assumes that all previous steps 

may be revisited as part of its iterative approach. Therefore, the current step need be 

completed only enough to move to the next step, since it can be finished in a later 

iteration. This premise is that the business requirements will probably change anyway as 

understanding increases, so any further work would have been wasted. 

 

According to this approach, the time is taken as a constraint i.e. the time is fixed, 

resources are fixed while the requirements are allowed to change. This does not follow 

the fundamental assumption of making a perfect system the first time, but provides a 

usable and useful 80% of the desired system in 20% of the total development time. This 

approach has proved to be very useful under time constraints and varying requirements. 

DSDM Model Limitations 

• It is a relatively new model. It is not very common. So it is difficult to understand. 

   DSDM Model Advantages 

• Active user participation throughout the life of the project and iterative nature of 

development improves quality of the product. 

• DSDM ensures rapid deliveries. 

• Both of the above factors result in reduced project costs. 

 

• System development phases: The systems development life cycle (SDLC), also referred to 

as the application development life-cycle, is a term used in systems engineering, 

information systems and software engineering to describe a process for planning, creating, 

testing, and deploying an information system. The systems development life-cycle concept 

applies to a range of hardware and software configurations, as a system can be composed 

of hardware only, software only, or a combination of both. 

Following are the seven phases of the SDLC:  



• Planning; This is the first phase in the systems development process. It identifies 

whether or not there is the need for a new system to achieve a business’s strategic 

objectives. This is a preliminary plan (or a feasibility study) for a company’s business 

initiative to acquire the resources to build on an infrastructure to modify or improve a 

service. The company might be trying to meet or exceed expectations for their 

employees, customers and stakeholders too. The purpose of this step is to find out the 

scope of the problem and determine solutions. Resources, costs, time, benefits and 

other items should be considered at this stage. 

• Systems Analysis and Requirements:  The second phase is where businesses will work 

on the source of their problem or the need for a change. In the event of a problem, 

possible solutions are submitted and analyzed to identify the best fit for the ultimate 

goal(s) of the project. This is where teams consider the functional requirements of the 

project or solution. It is also where system analysis takes place—or analyzing the needs 

of the end users to ensure the new system can meet their expectations. Systems 

analysis is vital in determining what a business’s needs are, as well as how they can be 

met, who will be responsible for individual pieces of the project, and what sort of 

timeline should be expected. 

There are several tools businesses can use that are specific to the second phase. They 

include: 

• CASE (Computer Aided Systems/Software Engineering) 

• Requirements gathering 

• Structured analysis 

• Systems Design: The third phase describes, in detail, the necessary specifications, 

features and operations that will satisfy the functional requirements of the 

proposed system which will be in place. This is the step for end users to discuss and 

determine their specific business information needs for the proposed system. It’s 

during this phase that they will consider the essential components (hardware 

and/or software) structure (networking capabilities), processing and procedures for 

the system to accomplish its objectives. 

• Development: The fourth phase is when the real work begins—in particular, when 

a programmer, network engineer and/or database developer are brought on to do 

the major work on the project. This work includes using a flow chart to ensure that 

the process of the system is properly organized. The development phase marks the 



end of the initial section of the process. Additionally, this phase signifies the start of 

production. The development stage is also characterized by instillation and change. 

Focusing on training can be a huge benefit during this phase. 

• Integration and Testing :  The fifth phase involves systems integration and system 

testing (of programs and procedures)—normally carried out by a Quality Assurance 

(QA) professional—to determine if the proposed design meets the initial set of 

business goals. Testing may be repeated, specifically to check for errors, bugs and 

interoperability. This testing will be performed until the end user finds it 

acceptable. Another part of this phase is verification and validation, both of which 

will help ensure the program’s successful completion. 

• Implementation:  The sixth phase is when the majority of the code for the program 

is written. Additionally, this phase involves the actual installation of the newly-

developed system. This step puts the project into production by moving the data 

and components from the old system and placing them in the new system via a 

direct cutover. While this can be a risky (and complicated) move, the cutover 

typically happens during off-peak hours, thus minimizing the risk. Both system 

analysts and end-users should now see the realization of the project that has 

implemented changes. 

• Operations and Maintenance: The seventh and final phase involves maintenance 

and regular required updates. This step is when end users can fine-tune the system, 

if they wish, to boost performance, add new capabilities or meet additional user 

requirements. 

 



 

UNIT-3 

Customer relationship management (CRM) 

Customer Relationship Management (CRM) is a strategy for managing all your company's 

relationships and interactions with your customers and potential customers. It helps you 

improve your profitability. 

More commonly, when people talk about CRM they are usually referring to a CRM system, a 

tool which helps with contact management, sales management, workflow processes, 

productivity and more. 

Customer Relationship Management enables you to focus on your organization’s relationships 

with individual people – whether those are customers, service users, colleagues or suppliers. 

CRM is not just for sales. Some of the biggest gains in productivity can come from moving 

beyond CRM as a sales and marketing tool and embedding it in your business – from HR to 

customer services and supply-chain management. 

Why CRM is Important  

If your business is going to last, you know that you need a strategy for the future. 

You’ll already have targets relating to sales, business objectives and profitability. But getting up-

to-date, reliable information on your progress towards your goals can be tricky. 

How do you translate the many streams of data coming in from sales teams, customer service 

staff, marketers and social media monitoring into useful business information? 

An overview of your business and your customers  

If your business is going to last, you know that you need a strategy for the future. You’ll already 

have targets relating to sales, business objectives and profitability. But getting up-to-date, 

reliable information on your progress towards your goals can be tricky. How do you translate 

the many streams of data coming in from sales teams, customer service staff, marketers and 

social media monitoring into useful business information? 

Using a CRM system can give you a clear overview of your customers. You can see everything in 

one place — a simple, customizable dashboard that can tell you a customer's previous history 

with you, the status of their orders, any outstanding customer service issues, and more. 



You can even choose to include information from their public social media activity – their likes 

and dislikes, what they are saying and sharing about you. Marketers can use CRM to better 

understand the pipeline of sales or prospective work coming in, making forecasting simpler and 

more accurate. You'll have clear visibility of every opportunity or lead, showing you the clear 

path from enquiries to sales. 

And though it’s traditionally been used as a sales and marketing tool, customer service teams 

are seeing great benefits from CRM systems. Today’s customer might raise an issue in one 

channel – say, Twitter – and then switch to email or telephone to resolve it in private. A CRM 

platform enables you to manage the enquiry across channels without losing track. 

Life without CRM  

More administration, less selling.  

An active sales team generates a flood of data. They can be out on the road talking to 

customers, meeting prospects and finding out valuable information – but all this information 

gets stored in handwritten notes, laptops, or inside the heads of your salespeople. 

On top of this your customers may be contacting you on a range of different platforms – phone, 

email and social media. Asking questions, following up on orders or complaining. Without a 

common platform for customer interactions, communications can be missed or lost in the flood 

of information – leading to an unsatisfactory response to your customer. 

Ensure nothing falls through the cracks  

Details can get lost, meetings are not followed up promptly and prioritizing customers can be a 

matter of guesswork rather than a rigorous exercise based on fact. And it can all be 

compounded if a key salesperson moves on. 

Even if you do successfully collect all this data, you’re faced with the challenge of making sense 

of it. It can be difficult to extract intelligence. Reports can be hard to create and waste valuable 

selling time. Managers can lose sight of what their team is up to in reality, which means that 

they can't offer the right support at the right time – while a lack of oversight can also result in a 

lack of accountability from the team. 

“How you gather, manage, and use information will determine whether you win or lose.” 

The Benefits of CRM  



Introducing a CRM platform has many benefits which have been shown to produce real results 

– including direct improvements to the bottom line. CRM applications have a proven track 

record of increasing: 

• Sales by up to 37% 

• Sales Productivity by up to 44% 

• Forecast accuracy by 48% 

Identify and categories lead  

One of the main benefits of a CRM system is that it can help you to identify and add new leads 

easily and quickly and categories them accurately. You can create customized pitch documents 

in less time, cutting down on response time and enabling sales teams to move on to the next 

opportunity. 

With complete, accurate, centrally held information about clients and prospects, sales staff can 

focus their attention and energy on the right clients and gain a competitive advantage. 

Increase referrals from existing customers  

By understanding your customers better, cross-selling and up-selling opportunities become 

clear – giving you the chance to win new business from existing customers. 

With better information you'll also be able to keep your customers happy with better service. 

Happy customers are likely to become repeat customers, and repeat customers spend more – 

up to 33% more according to some studies. 

Improve products and services  

An often overlooked benefit of CRM software is that it will gather information from a huge 

variety of sources across your business. This gives you unprecedented insights into how your 

customers feel and what they are saying about your organization – so you can improve what 

you offer, spot problems early and identify gaps.  

See how harnessing the power of social networks in your CRM improves performance: 

CRM & the Cloud Computing Revolution  

Perhaps the most significant recent development in CRM systems has been the move to cloud 

computing. Freed from the need to install software on hundreds or thousands of desktop PCs 

and mobile devices, organizations worldwide are discovering the benefits of moving data, 

software and services into a secure online environment.  



• Work from anywhere  

Cloud-based CRM systems, such as Sales force, mean every user has the same information, all 

the time. Your sales force out on the road can check data, update it instantly after a meeting or 

work from anywhere. The same information is available to anyone who needs it, from the sales 

team to the customer service representatives. 

Find out more about the value of mobile CRM for your business: 

• Reduce costs  

CRM can be quick and easy to implement. A cloud-based system doesn’t need special 

installation and there's no hardware to set up, keeping IT costs low and removing the headache 

of version control and update schedules. 

Generally, cloud-based CRM systems are priced on the number of users who access the system 

and the kinds of features you need. This can be very cost-effective in terms of capital outlay, 

and is also extremely flexible – enabling you to scale up and add more people as your business 

grows. Cloud-CRM platforms such as Sales force are flexible in terms of functionality, too – 

you're not paying for any features that are not useful to you. 

• Cloud-based CRM offers:  

• Faster deployment 

• Automatic software updates 

• Cost-effectiveness and scalability 

• The ability to work from anywhere, on any device 

• Increased collaboration 

 

Customer Relationship Management: Customer relationship management (CRM) is a term that 

refers to practices, strategies and technologies that companies use to manage and analyze 

customer interactions and data throughout the customer lifecycle, with the goal of improving 

business relationships with customers, assisting in customer retention and driving.  

The Customer Relationship Management Strategy 

Customer relationship management is often thought of as a business strategy that enables 

businesses to improve in a number of areas. The CRM strategy allows you to to following: 



• Understand the customer 

• Retain customers through better customer experience 

• Attract new customers 

• Win new clients and contracts 

• Increase profitably 

• Decrease customer management costs 

 

Fig. CRM Implementation Steps  

 

 

 

Features of CRM 

Customer Relationship Management is a strategy which is customized by an organization to 

manage and administrate its customers and vendors in an efficient manner for achieving 

excellence in business. It is primarily entangled with following features: 



• Customers Needs  

• Customer Response  

• Customer Satisfaction 

• Customer Loyalty  

• Customer Retention  

• Customer Complaints  

• Customer Service  

 

Fig. Customer Relationship Management  

 

E- Learning: learning conducted via electronic media, typically on the Internet. E-Learning is the 

use of technology to enable people to learn anytime and anywhere. e-Learning can include 

training, the delivery of just-in-time information and guidance from experts. 

 A learning system based on formalized teaching but with the help of electronic 

resources is known as E-learning. While teaching can be based in or out of the classrooms, the 

use of computers and the Internet forms the major component of E-learning. E-learning can 

also be termed as a network enabled transfer of skills and knowledge, and the delivery of 

education is made to a large number of recipients at the same or different times. Earlier, it was 



not accepted wholeheartedly as it was assumed that this system lacked the human element 

required in learning. 

 

Different types of e- Learning 

There are fundamentally two types of e-Learning: 

• Synchronous training 

• Asynchronous training  

Synchronous training - Synchronous, means “at the same time,” involves interaction of 

participants with an instructor via the Web in real time. For example – VCRs or Virtual class 

rooms that are nothing else but real classrooms online. Participants interact with each other 

and instructors through instant messaging, chat, audio and video conferencing etc and what’s 

more all the sessions can be recorded and played back. Its benefits are: 

• Ability to log or track learning activities. 

• Continuous monitoring and correction is possible 

• Possibilities of global connectivity and collaboration opportunities among learners. 

• Ability to personalize the training for each learner. 



Asynchronous training - Asynchronous, which means “not at the same time,” allows the 

participants to complete the WBT (Web-based training) at their own pace, without live 

interaction with the instructor. Basically, it is information that is accessible on a self-help basis, 

24/7. The advantage is that this kind of e-Learning offers the learners the information they 

need whenever they need it. It also has interaction amongst participants through message 

boards, bulletin boards and discussion forums. These include computer based training; (CBTs) 

modules on CD-Rom’s, Web based training accessed through intranet (WBTs) or through well 

written articles and other write ups. Its advantages are:- 

• Available ‘just in time’ for instant learning and reference. 

• Flexibility of access from anywhere at any time. 

• Ability to simultaneously reach an unlimited number of employees. 

• Uniformity of content and onetime cost of production. 

 

 Fig. E-Learning Component    

 

 



Information and Communication Technologies: Stands for "Information and Communication 

Technologies." ICT refers to technologies that provide access to information through 

telecommunications. It is similar to Information Technology (IT), but focuses primarily on 

communication technologies. This includes the Internet, wireless networks, cell phones, and 

other communication mediums 

 
 

Information and Communication Technology (ICT) is an extended term for information 

technology (IT) which stresses the role of unified communications and the integration of 

telecommunications (telephone lines and wireless signals), computers as well as necessary 

enterprise software, middleware, storage, and audio-visual. 

 



 

 

The term ICT is also used to refer to the convergence of audio-visual and telephone networks 

with computer networks through a single cabling or link system. There are large economic 

incentives (huge cost savings due to elimination of the telephone network) to merge the 

telephone network with the computer network system using a single unified system of cabling, 

signal distribution and management. 



 

 

Managing ethical and legal issues: 

Ethics in information management 

As information system use becomes more widespread and more individuals and organizations 

rely on the internet as a means of conducting business, it becomes ever more important to 

assure that the internet is a place where privacy is protected. 

Additionally, as organizations rely more on information systems, they become vulnerable to 

attacks on these precious technologies. These are just some of the ethical issues professionals 

face when dealing with information systems and emerging technologies. Although often 

overlooked, ethical decision-making is an important issue for all organizations and individuals in 

the arena of information technologies. In order to better understand the ethical dilemmas 

facing professionals and private citizens and appreciate their consequences, researchers, 

practitioners and academics must have access to the latest thinking and practice concerning 

ethics and information systems. 

Ethics is derived from the Greek word meaning "custom." Ethics are the values and moral 

Standards that guide an individual in his/her interactions with others. Individuals interpret 

ethics 

Differently, and as such, the difference in ethics can be a hindrance especially with the 

expansion 



Into global businesses and the increase of information technology and communications 

(Whitman, Towsend and Hendrickson, 1999). These differences in ethical values are manifested 

in religion, race, environment or nationality. As a matter of fact, something considered ethical 

to 

Some, may be illegal, or vice versa depending on the country or environment. An example of 

this is the duplication of software or software "piracy". While illegal in this country, it is 

considered ethical in some Asian countries to duplicate software at will, and even distribute 

such software (Swinyard, Rinne and Kau, 1990). Another example is the ability to download 

music. 

When polling the students in a telecommunications course, very few saw a problem with this 

example. 

 

ETHICAL ISSUES IN MANAGEMENT 

• Managers experience ethical issues at the personal, organizational, trade/professional, 

societal and global levels. These issues arise between managers and their conflict with 

stakeholder groups such as customers, suppliers, employees, competitors, law and 

government, superiors, wholesalers, and retailers.  

• The topic of ethics in management is a crucial one with which managers of today must 

be informed. 

 

ETHICAL PROBLEMS/ ISSUES FACED BY MANAGERS: 

 

1. Conflicts of interest  

2. Managing people  

3.  Work Force Diversity  

4. Effective communication  

5. Managing for ethical conduct in modern times  

6. Shaping the organization's ethical climate  

7. Workplace-Safety Issues  

8. Legal Liability  

9. Image Problems 

10. Adherence to Law 

11. Business Formation 

12. Issues of Cyber Ethics 

(1)Privacy 

(2) Property Issues 

(3) Security Concerns 

(4) Responsibility of Accuracy 



(5) Accessibility, Censorship, and Filtering 

13. Workplace Violence 

 

 

ETHICAL ISSUES IN VARIOUS AREAS OF MANAGEMENT: 

 

A. Ethical issues in Finance 

1. in accounting – window dressing, misleading financial analysis. 

2. Insider trading, securities fraud leading to manipulation of the financial markets. 

3. Executive compensation. 

4. Bribery, over billing of expenses, facilitation payments. 

5. Fake reimbursements. 

6. Misappropriation of assets - the use of company assets for any other purpose than company 

interests in the practice of the profession. 

 

B. Ethical issues in HRM 

1. Employment Issues 

2. Issues related to Cash and Incentive Plans 

3. Issues related to Discriminations of the employees 

4. Issues related to Performance Appraisal 

5. Issues related to Privacy 

6. Issues related to Safety and Health 

7. Issues related to Restructuring and Layoffs 

8. Other issues like using forced labor, child labor, Longer working hours, Increasing work stress, 

Sexual harassment. 

 

C. Ethical issues in Marketing 

1. Issues related to Market research 

2. Issues related to Target Customers and Market 

3. Issues related to Pricing 

4. Issues related to Advertising and Promotion 

5. Issues related to data Collection and Privacy 

6. Issues related to Distribution 

 

D. Ethical issues in Production 

 



1. There are ethical problems arising out of use of new technologies that are harmful to health, 

safety and environment. This includes technological advancements like genetically modified 

food, radiations from mobile phones, medical equipment etc. 

2. Defective services and products or products those are innately deleterious like alcohol, 

tobacco, fast motor vehicles, warfare, chemical manufacturing etc. 

3. Animal testing and their rights or use of economically or socially deprived people for testing 

or experimentation is another area of production ethics. 

4. Ethics of transactions between the organization and the environment that lead to pollution, 

global warming, increase in water toxicity and diminishing natural resources. 

5. There are certain processes involved in the production of goods and a slight error in the same 

can degrade the quality severely. 

6. Usually many manufactures are involved in the production of same good. They may use 

similar or dissimilar technologies for the same. Setting a standard in case of dissimilar 

technologies is often very difficult.  

7. Social perceptions also create ethical issues sometimes. For example, the use of some 

fertilizer by cola companies in India recently created a national debate. The same cold drinks 

which were consumed till yesterday became noxious today because of a change in the social 

perception that the drinks are not fit for consumption. 

 

E. Ethical issues in Research 

 

1. The principle of voluntary participation requires that people should not be coerced or forced 

into participating in research.  

2. Closely related to the notion of voluntary participation is the requirement of informed 

consent. Essentially, this means that prospective research participants must be fully informed 

about the procedures and risks involved in research and must give their consent to participate.  

3. Ethical standards also require that researchers should not put participants in a situation 

where they might be at risk of harm as a result of their participation.  

4. There are certain standards to be applied in order to protect the privacy of research 

participants.  

5. Increasingly, researchers have to deal with the ethical issue of a person's right to service. 

 

LEGAL ISSUES IN MANAGEMENT: 
 

Disgruntled Employees 

As a business owner, this will be one of the most common legal headaches. In America, 

employees have far more rights than other countries, in the form of unions and reasons for 

"wrongful termination". If you terminate a non-performing employee, make sure he or she 



signs documents carefully drafted by an attorney upon termination to make the terms of 

dismissal crystal clear. Letting an employee go without any final termination forms leaves the 

door wide open for legal actions. 

 

 

 

Discrimination/Harassment Cases 

The legal ramifications of alleged discrimination - sexual, ethnic, age or otherwise, can cause 

your company serious problems. Make sure your human resources and legal departments are 

well equipped to handle these issues should they arise. During the hiring process, make sure 

you are prepared with all the applicants' resumes should allegations of discrimination arise, to 

prove that you hire the most qualified individuals, regardless of gender, ethnicity or age. 

 

Hold regular meetings to oversee co-worker relations and insure that discrimination on a 

smaller scale is not occurring between office cliques, or influencing the decisions of middle and 

lower managers. 

 

Harassment - sexual, racist or otherwise - can be a serious problem in an integrated workplace 

with workers from various ethnic and religious backgrounds and social classes. Regular 

meetings and interviews with staff will allow your managers to police these transgressions, 

which should be eliminated quickly through the swift termination of offenders. 

 

Victims of harassment and discrimination tend to attract lots of media attention, which can 

hurt your company's public image as well as drain your legal budget. Be proactive and stomp 

out these problems before they start. 

 

Immigration Audits 

You should make sure that all your company's employees can legally work in the United States. 

Do top down sweeps off your company's staff, using background checks, to identify illegal 

immigrants with falsified documents. The U.S. government has been known to conduct 

extensive surprise immigration audits that can cripple a company if it is found to be using illegal 

labor. 

 

Copyright and Patent Issues 

Cutting edge companies in the tech industry often face aggressive patent litigation. Companies 

often sit on patents for years, hoping that another company inadvertently violates them, to get 

easy money through patent and copyright lawsuits. 

 



In the product development phase at your company, make sure your research and 

development teams thoroughly research the patents and copyrights of your current product, to 

avoid a messy legal battle should you step on a competitor's toes. 

 

 

Dissatisfied Customers 

Customers who are dissatisfied can file class action lawsuits against your company, in which 

they gather in large consumer groups and attack your company over faulty products, services or 

promises. With enough dissatisfied customers, class action lawsuits can do more damage than 

any individual or corporation and irreparably tarnish your brand's image. 

 

Again, be proactive and keep a finger to the pulse of your customers through tech support, 

online message boards and e-mails. Promptly issue recalls for flawed products and be prompt 

to address customer issues. 

 

Other Legal Issues 

These are only some of the most common legal issues facing small businesses today. Other 

ones include tax litigation (a whole other topic) and legal disputes with competitors and 

contractors. Make sure you are proactive in solving these problems before they start, and make 

sure you have a solid legal team to back you up should you get sued. Good communication in 

the workplace and a hands-on approach to management is the best deterrent to legal issues. 

 

 

 

Internet governance 

 

The term internet governance has evolved over time, and various groups have attempted to 

develop working definitions. As the internet first opened to commerce and the wider public in 

the mid-1990s, the term referred to a limited set of policy issues associated with the global 

synchronization and management of domain names (e.g., samplesite.com) and IP addresses 

(e.g., 7.42.21.42). 

 

Digital Policy Global United States China Russia 

But as the internet became a unified medium for all types of information, the definition 

broadened considerably. In 2005, the UN-sponsored World Summit on the Information Society 

defined internet governance as "the development and application by governments, the private 



sector and civil society, in their respective roles, of shared principles, norms, rules, decision-

making procedures, and programs that shape the evolution and use of the internet." 

 

As contentious public policy issues have emerged, the concept of internet governance has 

conflated management of the technical resources necessary for its stability and continued 

expansion with discussion of behaviors emerging from the use of the internet at what is known 

as the content layer. 

 

How is the internet governed? 

Many information policy experts emphasize that "internet governance" is not the product of an 

institutional hierarchy, but rather, it emerges from the decentralized, bottom-up coordination 

of tens of thousands of mostly private-sector entities across the globe. Often referred to as 

internet "stakeholders," these include network and server operators, domain name registrars 

(e.g., Go Daddy) and registries (e.g., VeriSign), IP address and standards organizations, internet 

service providers (e.g., Verizon), and individual users. Civil society organizations and 

governments participate alongside these stakeholders in contributing to the development of 

technical policies. 

 

What role do national governments play? 

States control internet-related policies within their own borders, such as passing laws 

prohibiting online gambling, protecting intellectual property, or blocking/filtering access to 

certain content. Some authoritarian governments censor political and social content much as 

they do in traditional media. A 2013 report from Freedom House found that China, Cuba, and 

Iran were the most repressive countries in terms of internet freedom for the second 

consecutive year. The Washington, DC-based research and advocacy nonprofit found that more 

than half of the countries assessed experienced a decline in Internet freedom, including the 

United States. 

 

Roughly half the world’s internet users experience some form of censorship online, according 

to the Open Net Initiative, an academic partnership that analyzes internet filtering and 

surveillance practices. Mechanisms of online censorship include the technical blocking of 

websites, search result removal, legal take-downs, and induced self-censorship. For instance, 

some human rights groups say that China’s detention of some high-profile bloggers creates an 

atmosphere of dread that discourages wider internet activism. 

 

Furthermore, experts note that online censorship in some countries would not be possible 

without the compliance of the business community. "In order to maintain their business 

licenses and operate in China, domestic and foreign internet companies are required to abide 



by a rough set of guidelines issued by central and local government agencies—and thus 

encouraged to practice self-censorship," says a 2012 report from the nonpartisan Congressional 

Research Service. 

 

What is the Internet Governance Forum? 

The Internet Governance Forum is an international group of governments and 

nongovernmental entities created in 2006 at the World Summit on the Information Society. 

Internet historians say the IGF, which meets annually to discuss internet-related policies, was in 

large part the UN’s response to ICANN; many foreign governments felt it was inappropriate for 

Washington to have unilateral oversight over the most prominent multistakeholder gathering 

of internet policymaking. Furthermore, IGF, which issues no binding outcomes of its 

proceedings, is a venue where contentious public policy matters at the content layer of the 

internet can be freely discussed. 

 

The establishment of the IGF was noteworthy for its embrace of a multistakeholder model (a 

model also utilized by ICANN), where states—including many authoritarian governments—

agreed to participate in policy discussions on an equal footing with private sector and civil 

society groups. 

 

"No other governance model can deter the fragmentation of the internet into jealously 

guarded, national telecom-run fortresses, where access to social networks such as YouTube—

even the internet itself—can be denied instantaneously," writes CFR’s Stewart Patrick. 

 

E-government 

 

E-government (short for electronic government) is the use of electronic communications 

devices, computers and the Internet to provide public services to citizens and other persons in a 

country or region. According to Jeong, 2007 the term consists of the digital interactions 

between a citizen and their government (C2G), between governments and other government 

agencies (G2G), between government and citizens (G2C), between government and employees 

(G2E), and between government and businesses/commerce (G2B). E-government delivery 

models can be broken down into the following categories:[1] This interaction consists of 

citizens communicating with all levels of government (city, state/province, national, and 

international), facilitating citizen involvement in governance using information and 

communication technology (ICT) (such as computers and websites) and business process re-

engineering (BPR). Brabham and Guth (2017) interviewed the third party designers of e-

government tools in North America about the ideals of user interaction that they build into 



their technologies, which include progressive values, ubiquitous participation, geolocation, and 

education of the public. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 UNIT-4 

 

Managing change: Different types of change 

 

Change happens at every level of your organization and it happens continuously.  

 

It's little wonder that change management has evolved at the executive management, program 

management, project management and team management levels.  

 

Each level includes practices that are commonly referred to as "change management". These 4 

types of change management focus on different areas and tend to use different techniques. 

This has lead to plenty of confusion about the term "change management".  

 

The following definitions may provide clarity.  

 

1. Organizational Change Management 

Manages change at the organizational level with a focus on culture. It's often referred to as the 

people side of change management.  

 

Definition: Organizational Change Management  

Organizational Change Management is the practice of managing enterprise changes such as 

mergers & acquisitions, restructuring, process changes and culture transitions. It's often 

focused on the people side of change — socializing change to reduce resistance and gain 

acceptance.  

 

In many cases, organizational change management is an executive management function or is a 

program run by the human resources department.  

 

Its primary objective is to convert resistance into positive outcomes such as improved strategies 

and plans. Its goal is to establish a culture that embraces change.  

 

 

2. Program Change Management 

Program change management tackles change at the program level.  

 

Definition: Program Change Management  



Program change management controls changes to an ongoing portfolio of projects to ensure 

that overall program goals are met.  

 

Programs have little control over the culture of an organization — they simply want to deliver 

to their mandate. Program change is usually managed by a program manager together with a 

change control board. The goal is to balance the need for change with program objectives and 

budget. The impacts of change such as cost, risk and schedule consequences are evaluated and 

changes are prioritized.  

 

 

3. Project Change Management 

Change control is an integral part of every project management methodology. Projects are 

transitional initiatives that deliver a set of objectives. Projects often face constant change.  

 

Definition: Project Change Management  

Project change management is the controlled integration of change into every phase of a 

project. Changes are evaluated for cost, quality, risks and benefits. The impact to scope and 

schedules is assessed. Changes are either rejected or incorporated into the project.  

 

In many industries, more than 50% of projects fail. Change is often identified as a persistent 

project management challenge.  

 

 

4. Departmental & Team Change Management 

Departments and teams that are faced with an environment of constant change often develop 

their own change management practices.  

 

The focus of departmental change management may be to improve the success rate of changes 

and prioritize change to match available budget and resource constraints.  

 

For example, IT departments that are faced with large influxes of technology changes may 

deploy standard change management processes such as ITIL change management.  

 

Corporate information portal 

Corporate portal: corporate portal. An internal website (intranet) that provides proprietary, 

enterprise-wide information to company employees as well as access to selected public 

websites and vertical-market websites (suppliers, vendors, etc.). 



 

An enterprise portal, also known as an enterprise information portal (EIP), is a framework for 

integrating information, people and processes across organizational boundaries in a manner 

similar to the more general web portals. ... This contrasts with a corporate portal which is 

structured for roles within an organization. 

 

Sell-side e-commerce 

  

“E-commerce is the exchange of information across electronic networks, at any stage in the 

supply chain, whether within an organization, between businesses and consumers, or between 

the private and public sector, whether paid or unpaid.” 

When evaluating the strategic impact of e-commerce on an organization, it is useful to identify 

the opportunities for buy side and sell side e-commerce transactions. 

 

Types of e-commerce: 

 

I. Buy side e-commerce: 

 

Buy side e- commerce refers to transactions to procure resources needed by an organization 

from its suppliers. 

They basically indicate using communications technology to support the upstream supply chain 

from procurement to inbound logistics. 

They are e-commerce transactions between a purchasing organization and it suppliers, possibly 

through intermediaries. 

Example: E-business application developed by Shell Chemicals is an excellent example for buy 

side e-commerce. Prior to the development of this application, there was a danger that Shell’s 

customers might run out of an essential chemical and eventually revenues would be lost. 

Hence, this application helped them to manage their customer’s inventory based on data 

shared by its customers about their usage and forecast demand for chemicals. Advantages of 

using this application include: 

 

Reduces the need for excess inventory storage. 

Quick availability of product when required 

Transaction costs like invoices and data entry is reduced. 

Order processing overhead is reduced. 

 

 

 



ii. Sell side e-commerce: 

 

Sell side e-commerce refers to transactions involved with selling products to an organisations 

customer. 

They doesn’t only involve selling products such as books and CD’s online, but also involves using 

internet technologies to market services using a range of techniques. 

It is useful to consider the four main types of online presence for sell side e-commerce which 

are as follows: 

Transactional e-commerce sites: These enable purchase of product online. The main business 

contribution of the site is through sale of these products. 

Services-oriented relationship-building websites: Provide information to stimulate and build 

relationship. Products are not available for purchase online. Information is provided through 

website and e-newsletters to inform purchase decisions. The main business contribution is 

through encouraging offline sales and generating enquiries or leads from potential customers. 

Brand-building sites: Provide an experience to support the brand. Products are not typically 

available for online purchase. Their main focus is to support the brand by developing an online 

experience of the brand. 

Portal or Media sites: Provide information or news about a range of topics. Portal refers to 

gateway of information. This is information both on the site and through links to other sites. 

Example: Example of sell side e-commerce include Retail sites (like Amazon), online banking 

services (like HSBC), Portals (like Yahoo) etc. 

 

iii. Marketplace based e-commerce: 

An online marketplace (or online e-commerce marketplace) is a type of e-commerce site where 

product and inventory information is provided by multiple third parties, whereas transactions 

are processed by the marketplace operator. 

Typically, they are intermediaries that are part of reinter mediation. (Please refer the concept 

of reinter mediation from chapter 2 Q6). 

Example of marketplace based e-commerce includes Chemdex, Vertical Net etc. 

Advantages of this type of e-commerce to buyers include: 

Simplicity 

Choice of suppliers, products and prices are wide. 

Terms and conditions are often unified. 

Whereas disadvantages include: 

Difficult to select between vertical and horizontal market place. 

Poor purchase controls. 

Uncertainty on service levels from unfamiliar suppliers. 

Integration with ERP is poor/ 



Some marketplaces may go beyond procurement to offer a range of services that integrate the 

supply chain. These market places are called metamediaries. 

 

Building an information architecture: Information architecture 

If you’re new to the field, you may still be wondering: what exactly is information architecture? 

This section is for you. 

 

1. The structural design of shared information environments. 

2. The combination of organization, labeling, search, and navigation systems within web sites 

and intranets. 

3. The art and science of shaping information products and experiences to support usability and 

find ability. 

4. An emerging discipline and community of practice focused on bringing principles of design 

and architecture to the digital landscape. 

 

 

SYSTEM DIAGRAM 

 

 

 

 

 

 

 

 



 

 

 
 

 

 

 

Information Flow Diagram (IFD) 

 

 

 

 

 

 

 

 

 

 

 

 

 

Data flow diagrams 



 
 

 

 

 

 

 

 

 

 

 

Entity relationship diagrams 



 

 

 

 

Class Responsibility Collaborator (CRC) cards 

A Class Responsibility Collaborator (CRC) model (Beck & Cunningham 1989; Wilkinson 1995; 

Ambler 1995) is a collection of standard index cards that have been divided into three sections, 

as depicted in Figure 1. A class represents a collection of similar objects, a responsibility is 

something that a class knows or does, and a collaborator is another class that a class interacts 

with to fulfill its responsibilities. Figure 2 presents an example of two hand-drawn CRC cards. 

 

 Figure 1. CRC Card Layout. 

 



 

 

 

 

 

 

Figure 2. Hand-drawn CRC Cards. 

 

 

 

 

 

 

 

 



 

Although CRC cards were originally introduced as a technique for teaching object-oriented 

concepts, they have also been successfully used as a full-fledged modeling technique. My 

experience is that CRC models are an incredibly effective tool for conceptual modeling as well 

as for detailed design. CRC cards feature prominently in extreme Programming (XP) (Beck 2000) 

as a design technique. My focus here is on applying CRC cards for conceptual modeling with 

your stakeholders. 

A class represents a collection of similar objects. An object is a person, place, thing, event, or 

concept that is relevant to the system at hand. For example, in a university system, classes 

would represent students, tenured professors, and seminars. The name of the class appears 

across the top of a CRC card and is typically a singular noun or singular noun phrase, such as 

Student, Professor, and Seminar. You use singular names because each class represents a 

generalized version of a singular object. Although there may be the student John O'Brien, you 

would model the class Student. The information about a student describes a single person, not 

a group of people. Therefore, it makes sense to use the name Student and not Students. Class 

names should also be simple. For example, which name is better: Student or Person who takes 

seminars? 

A responsibility is anything that a class knows or does. For example, students have names, 

addresses, and phone numbers. These are the things a student knows. Students also enroll in 

seminars, drop seminars, and request transcripts. These are the things a student does. The 

things a class knows and does constitute its responsibilities. Important: A class is able to change 

the values of the things it knows, but it is unable to change the values of what other classes 

know. 

Sometimes a class has a responsibility to fulfill, but not have enough information to do it. For 

example, as you see in Figure 3 students enroll in seminars. To do this, a student needs to know 

if a spot is available in the seminar and, if so, he then needs to be added to the seminar. 

However, students only have information about themselves (their names and so forth), and not 

about seminars. What the student needs to do is collaborate/interact with the card labeled 

Seminar to sign up for a seminar. Therefore, Seminar is included in the list of collaborators of 

Student. 



 

         Figure 3. Student CRC card. 

 

Collaboration takes one of two forms: A request for information or a request to do something. 

For example, the card Student requests an indication from the card Seminar whether a space is 

available, a request for information. Student then requests to be added to the Seminar, a 

request to do something. Another way to perform this logic, however, would have been to have 

Student simply request Seminar to enroll himself into itself. Then have Seminar do the work of 

determining if a seat is available and, if so, then enrolling the student and, if not, then informing 

the student that he was not enrolled. 

So how do you create CRC models? Iteratively perform the following steps: 

Find classes. Finding classes is fundamentally an analysis task because it deals with identifying 

the building blocks for your application. A good rule of thumb is that you should look for the 

three-to-five main classes right away, such as Student, Seminar, and Professor in Figure 4. I will 

sometimes include UI classes such as Transcript and Student Schedule, both are reports, 

although others will stick to just entity classes. Also, I'll sometimes include cards representing 

actors when my stakeholders are struggling with the concept of a student in the real world (the 

actor) versus the student in the system (the entity). 

Find responsibilities. You should ask yourself what a class does as well as what information you 

wish to maintain about it. You will often identify a responsibility for a class to fulfill 

collaboration with another class.  

Define collaborators. A class often does not have sufficient information to fulfill its 

responsibilities. Therefore, it must collaborate (work) with other classes to get the job done. 

Collaboration will be in one of two forms: a request for information or a request to perform a 

task. To identify the collaborators of a class for each responsibility ask yourself "does the class 

have the ability to fulfill this responsibility?"If not then look for a class that either has the ability 

to fulfill the missing functionality or the class which should fulfill it. In doing so you'll often 



discover the need for new responsibilities in other classes and maybe even the need for a new 

class or two. 

Move the cards around. To improve everyone's understanding of the system, the cards should 

be placed on the table in an intelligent manner. Two cards that collaborate with one another 

should be placed close together on the table, whereas two cards that don't collaborate should 

be placed far apart. Furthermore, the more two cards collaborate; the closer they should be on 

the desk. By having cards that collaborate with one another close together, it's easier to 

understand the relationships between classes. 

 

Figure 4. CRC Model. 

 

 

 

 

 

 

 



 

 

How do you keep your CRC modeling efforts agile? By following the AM practice Model in Small 

Increments. The best way to do this is to create a CRC model for a single requirement, such as a 

user story, business rule, or system use case, instead of the entire collection of requirements 

for your system. Because CRC cards are very simple tools they are inclusive, enabling you to 

follow AM's Active Stakeholder Participation practice. 

It's important to recognize that a CRC model isn't carved in stone. When you evolve it into a 

UML class diagram, or perhaps straight into code, you'll change the schema over time. 

Responsibilities will be reorganized, new classes will be introduced, and existing classes will 

disappear, and so on. This is what happens when you take an evolutionary approach to 

development. 

Introduction to information security 

Three basic security concepts important to information on the internet are confidentiality, 

integrity, and availability. Concepts relating to the people who use that information are 

authentication, authorization, and no repudiation. 

When information is read or copied by someone not authorized to do so, the result is known as 

loss of confidentiality. For some types of information, confidentiality is a very important 

attribute. Examples include research data, medical and insurance records, new product 

specifications, and corporate investment strategies. In some locations, there may be a legal 

obligation to protect the privacy of individuals. This is particularly true for banks and loan 

companies; debt collectors; businesses that extend credit to their customers or issue credit 

cards; hospitals, doctors’ offices, and medical testing laboratories; individuals or agencies that 

offer services such as psychological counseling or drug treatment; and agencies that collect 

taxes.  

Information can be corrupted when it is available on an insecure network. When information is 

modified in unexpected ways, the result is known as loss of integrity. This means that 

unauthorized changes are made to information, whether by human error or intentional 

tampering. Integrity is particularly important for critical safety and financial data used for 

activities such as electronic funds transfers, air traffic control, and financial accounting.  

Information can be erased or become inaccessible, resulting in loss of availability. This means 

that people who are authorized to get information cannot get what they need. Availability is 



often the most important attribute in service-oriented businesses that depend on information 

(for example, airline schedules and online inventory systems). 

Availability of the network itself is important to anyone whose business or education relies on a 

network connection. When users cannot access the network or specific services provided on 

the network, they experience a denial of service.  

To make information available to those who need it and who can be trusted with it, 

organizations use authentication and authorization. Authentication is proving that a user is the 

person he or she claims to be. That proof may involve something the user knows (such as a 

password), something the user has (such as a “smartcard”), or something about the user that 

proves the person’s identity (such as a fingerprint). Authorization is the act of determining 

whether a particular user (or computer system) has the right to carry out a certain activity, such 

as reading a file or running a program.  

Authentication and authorization go hand in hand. Users must be authenticated before carrying 

out the activity they are authorized to perform. Security is strong when the means of 

authentication cannot later be refuted—the user cannot later deny that he or she performed 

the activity. This is known as no repudiation.  

These concepts of information security also apply to the term information security; that is, 

internet users want to be assured that  

• They can trust the information they use  

• The information they are responsible for will be shared only in the manner that they expect  

• The information will be available when they need it  

• The systems they use will process information in a timely and trustworthy manner  

In addition, information assurance extends to systems of all kinds, including large-scale 

distributed systems, control systems, and embedded systems, and it encompasses systems with 

hardware, software, and human components. The technologies of information assurance 

address system intrusions and compromises to information. 

 

 

 

 



UNIT-5 

INTRODUCTION OF INFORMATION QUALITY: 
 
            Sometimes it pays to go back to basics.  This is certainly true when talking about information.  Most people 
agree that information is critical to how we live and work and that information, to be effective, must have 
"quality".  But what is "quality information"? 
            At first, the concept seems obvious.  Quality information meets certain recognized criteria such as 
"accuracy", "timeliness", "relevance", and  "understandability". We know it when we see it.  Yet, despite an 
intuitive grasp of the term, all of us have presented what we thought was quality information to others, only to 
find that their opinion differed significantly from our own.  If the concept is so obvious, then why do so many 
people disagree on specifics? 
            The meaning of information quality lies in how the information is perceived and used by its 
customer.  Though absolute attributes are important, it is how those attributes are perceived, now and in the 
future, that defines information quality.   Identifying quality information involves two stages: first, highlighting 
which attributes are important and second, determining how these attributes affect the customers in 
question.  The following discusses ten attributes of information quality and how they can be used as benchmarks 
to improve the effectiveness of information systems and to develop information quality strategies for all 
organizations, particularly for those in the information business. 
  

DIMENSIONS OF INFORMATION QUALITY 
The multiple dimensions of information quality are: 
 
1.         Relevance 
            The key component for information quality is whether the information addresses its customer's needs.  If 
not, that customer will find the information inadequate regardless of how well the information rates along other 
dimensions discussed below.  This does not mean that irrelevant information to an information customer is of 
"poor quality".  It just indicates that the information is a member of a different information class much in the same 
way that a luxury car and a sports car are both members of different classes of automobiles.  In some cases "poor 
quality" information may actually be quite good; what is needed is to educate the information's customer so they 
can understand it and use it. 
 
2.         Accuracy 
            Accurate information reflects the underlying reality.  That quality information should be accurate seems 
obvious.  In practice, information used for different purposes requires various levels of accuracy and it is even 
possible for information to be too accurate in the sense of being too precise. 
            Information inaccuracy and related problems occurs in many information systems.  The problem is well 
known and is addressed by information systems professionals through the cycle from systems design to 
implementation to maintenance.  Less well understood is that information can be too accurate when its degree of 
precision exceeds its customer's processing capability.  This can increase information systems cost, become a drain 
on system credibility and even, through the confusion caused, result in misuse or abandonment.  
 
3.         Timeliness 
            Timely information is still current.  Implicit in this definition is a dynamic process where new information 
arises to replace the old.  Information has a cycle time which depends on how quickly new information can be 
processed and communicated to its customer. 
            Information timeliness goes hand in hand with information accuracy.  The concept of what is timely is itself 
constantly changing and being redefined, due to changes in customer perceptions caused by technology and the 
competitive environment.  Today, time based competition and the concomitant reduction in operations cycle 
times has fueled a demand for evergreen information. 
 
4.         Completeness 



            Incomplete information can lead its customer astray.  An example of this is the old story of blind travelers 
encountering an elephant in the road with each, after examining a small section, coming to a different conclusion 
regarding the object's identity.  However, complete information for one person may be incomplete for 
another.  For example, the marketing vice president and the director of research and development for a 
pharmaceutical company may be both be interested in the clinical trials tests for a new drug, but each may require 
different levels of detail. 
            Just as information whose precision exceeds a customer's processing capability may be too accurate, 
information may also be too complete.  The classic example is the attorney dumping boxes of material on an 
adversary's desk, knowing that it will be impossible to unearth the few relevant facts buried within.  The danger in 
business, are information systems that generate so much information that customers cannot process it all in a 
timely fashion.  
 
5.         Coherence 
            Coherence is how well the information "hangs together" and it consistent with itself.  Information can 
become incoherent through irrelevant details, confusing measures or ambiguous format which can confuse 
information customers and cause them to not receive or even reject the information's message.  Although 
information can be genuinely incoherent, incoherent information usually indicates an error in accuracy or 
timeliness. 
 
6.         Format 
            Information format refers to how the information is presented to the customer.  Two components of 
information format are its underlying form and its context for interpretation, which is sometimes referred to as its 
frame. 
            The appropriate format for information depends on the information's customer and the information's 
use.  For example, an accountant may prefer twenty pages of numbers to a graphical summary, but may insist of 
using only multi-color pie charts for his presentation to the senior vice president of sales. 
            The context with which we view information also is important.  For example, when a company benchmarks 
its performance against industry or functional world class leader, it seeks to give that information context.  For 
years financial analysts have viewed information in context, witness the focus on stock price performance over 
time, a portfolio manager's performance relative to the S&P 500, or corporate performance versus that of the 
corporation's industry. 
 
7.         Accessibility 
            Accessible information is information that can be obtained when needed.  Accessibility depends on the 
customer and even the specific circumstances for that customer.  For information quality to occur, timeliness and 
accessibility should complement each other.  Timely information that is inaccessible or accessible information that 
is obsolete cannot satisfy an information customer's needs. 
            Applications of information technology to customer services offer excellent examples of how firms can use 
quality in information accessibility to obtain competitive advantage witness 800 numbers for computer software 
and hardware firms, credit card providers and mutual funds.             
 
8.         Compatibility 
            To paraphrase a famous line, "no information is an island."  Information quality  lies not only in the quality 
of the information itself, but also in how it can be combined with other information and delivered to a 
customer.  This often involves systems working together. 
            The proper information architecture enhances information quality by making the information suitable for 
enhanced uses.  Quality architecture implies a dynamic structure that can grow with changing customer 
requirements.  This is necessary when companies must leverage their information base to develop new products 
and services as well as optimize their production and management processes. 
 
9.         Security 
            Historically, information security has been a stepchild of the information technology revolution.  Security 
often was either added on after information systems development was completed or ignored altogether.  Two 



aspects of information security are protecting information from people (logical security) and protecting 
information from natural disasters (disaster recovery planning).  Logical security relies on logical barriers such as 
passwords, data encryption and transaction authentication, along with human vigilance.  Disaster recovery 
planning involves protecting information and ensuring appropriate back-up and alternate processing procedures 
are in place. 
            The topic of information security has become increasingly visible in recent years.  Indeed breaches of 
information security are a potential Achilles heel for the entire information technology revolution because 
information that is not secure cannot be trusted, and will not be used to its fullest potential. 
 
10.        Validity 
            Information has validity when it can be verified as being true and satisfying appropriate standards related to 
other dimensions such as accuracy, timeliness, completeness and security.  The most common form of verification 
is auditing information, either as an ongoing practice or as part of a special project.  Auditing can uncover mistakes 
and is a accepted measure of information quality.  An obvious example is the corporate financial statement, which 
to be credible must be audited by an independent party.  However, just as quality cannot be inspected into 
manufactured products, quality cannot be audited into information products. 
            Validity is a resultant rather than a causal dimension of information quality.  Though validity may be high, 
other crucial dimensions may be low and overall, the information may be of poor quality.  Ultimately, optimizing 
the design and ongoing operation of the human and technological information system is the road to information 
quality. 
  

IMPLICATIONS 
            Information's value lies not in itself but in how it affects its customer.  This effect may be passive, such as 
the customer's reaffirming or changing a intellectual position, or active such the customer making a decision 
resulting in an action.  Bits of disjoint information are like the brush strokes of a painting which, however well 
formed, achieve their real meaning only when viewed by an observer.  What is important is how the information's 
customer is affected by the information's picture.  This frame of reference is significant because in the age of 
information technology we tend to think of information as an end, rather than a means.  It isn't. 
            Because the information customer is central to this process, those involved with the design of information 
systems and the subsequent provision of information should understand the meaning of information quality for 
their customers.  To do this involves: 
  
O Know Information Customers and Suppliers 
            Knowing the customers and their business needs is a precursor to understanding how those customers 
define information quality.  Businesses must also know their customers if they are to take customer route to 
improving information quality by improving their customer's information processing capabilities.  Information 
suppliers are important because the information they supply affects what can be delivered.  In the short term this 
may be a constraint, such as being unable to deliver unit product costs because the production shop does not 
collect data on matching product volumes.  In the long term this means how information suppliers can change 
their information systems to satisfy customer needs. 
  
O Understand the Meaning of Information Quality 
            Each customer has a different view of the dimensions of information quality.  As these views evolve over 
time, several key questions must be answered over and over again: First, are yesterday's perceptions of quality 
needs still valid?  Five years ago, accuracy and completeness may have been the key factors for an inventory 
management system.  Now, timeliness and format may also be critical.  Second, how do quality needs translate 
into technology requirements?  The constant stream of new products and new technologies requires framing the 
technology implementation decision to ensure fundamental enhancements are separated from bells and 
whistles.  Third, do internal information collection, dissemination and verification procedures measure up to 
quality requirements?  These procedures often were implemented in different customer and technological 
environments than exist today, and may now be too little or too much. 
  



O Evaluate Current Progress 
            Progress can be measured by monitoring internal processes and customer perceptions.  Some dimensions, 
such as accuracy and timeliness, can be monitored using standard techniques such as control 
charts.  Benchmarking can also be used to augment internal measurements as well as for monitoring qualitative 
dimensions such as format and architecture.     Because customers constantly redefine information quality, 
constantly reevaluating products positions along the relevant quality dimensions is particularly important for 
companies in the information product business. 
  
O Use Technology Rather Than Be Used By It 
            In today's environment, information quality as defined by almost every dimension mentioned above 
requires information technology.  However, technology can be a double edged sword: use properly and live by it; 
use improperly and die by it.  Organizations who have not defined their information quality needs and who do not 
understand how a new product affects their fundamental interests, can be led astray.  Being unaware of 
information quality needs may lead either to wasting millions on unnecessary technology or to passing up a 
breakthrough technology and with it, an opportunity to obtain a competitive advantage by closing a quality gap or 
redefining a production processes. 
  

STRATEGIES 
            How the dimensions of information quality translate into business strategy depends on how the information 
is being used.  For companies offering information-based products, the dimensions of information quality can be 
used to compete in ways similar to how manufacturers compete along the dimensions of product quality. This may 
mean creating market niches based on several dimensions where a company may see an opportunity such as 
timeliness, format and completeness; protecting leadership positions along information quality dimensions where 
the company is already strong; and even de-emphasizing quality along dimensions where customers no longer 
require it. 
(Figure 3 Here) 
            Creating new niches is an opportunity for many small companies.  Established companies can build on 
existing strengths by strengthening quality dimensions.  When information's role is that of component in the 
production process, organizations should identify the key dimensions of information quality and continuously 
improve on them.  For example, in the apparel industry firms are moving to quick response an answer to reduce 
inventories and shorten cycle times.  Information timeliness is a critical quality component.  Many financial 
services firms are bundling products together.  Here, format and compatibility are two key dimensions.  Processing 
business transactions over the internet will become commonplace for many businesses.  Here, information 
security may distinguish winning systems from the losers. 
            Most organization have significant investments in using information technology for planning and 
control.  Unfortunately, many of these systems were developed years ago and have evolved independent of 
changing perceptions of information quality.  Some were tailored to meet the needs of long-gone executives; 
others were designed to move information up the organization while today's need may be for information to be 
disseminated across the organization; others responded to market conditions that are now history.  To ensure 
these information system investments are effective requires answering several questions: 
(Figure 4 Here) 
o          Are yesterday's perceptions of our quality needs still valid?  If not, we may be producing the wrong 
information-based product, missing important opportunities, and may be spending money on unnecessary quality 
dimensions. 
o          How do quality needs translate into technology requirements?  Technology investments should be linked 
with what information quality dimensions are important in order to ensure the most effective use of scarce 
financial and human resources. 
o          Is our technology strategy consistent with our quality needs?    Our current hardware and network 
architecture and software strategies may be technologically current but they may not support what our customers 
demand along information quality dimensions. 



o          Do internal information collection, dissemination and verification procedures measure up to quality 
requirements?  If not, management information flows may lead to an incomplete or erroneous picture of the true 
situation. 
  

CONCLUSIONS 
            Managing information quality is a continual process.  Products and technologies come and go, high quality 
information today may be low quality information tomorrow.  To compete requires a continual focus on definition 
and follow-through as regards information system design and operational processes.  The multiple dimensions of 
information quality can be used to add structure to this inherent complexity.  By defining, assessing, modifying and 
redefining what information quality is and how it can best be managed, information can remain the vehicle rather 
than the impediment for achieving business success.  
  

 

 

DIKAR and RAKID models 



 

 

Model DIKAR (Data-Information-Knowledge-Action-Results) 

Model RAKID (Results-Action-Knowledge-Information-Data) 

Data quality 

Data quality is a perception or an assessment of data's fitness to serve its purpose in a given 

context.  

Aspects of data quality include:  

• Accuracy 

• Completeness 

• Update status 

• Relevance 

• Consistency across data sources 

• Reliability 



• Appropriate presentation 

• Accessibility 

Within an organization, acceptable data quality is crucial to operational and transactional 

processes and to the reliability of business analytics (BA) / business intelligence (BI) reporting. 

Data quality is affected by the way data is entered, stored and managed. Data quality assurance 

(DQA) is the process of verifying the reliability and effectiveness of data. 

Information quality 

Information quality (IQ) is the quality of the content of information systems. It is often 

pragmatically defined as: "The fitness for use of the information provided." 

Information quality is the value of information for a given use. The following are common types 

of information quality. 

Accurate 

Information that is correct.  

Precision 

The level of detail information provides. For example, there is a difference between knowing 

that a company's earnings will be "good" as opposed to knowing their numbers. 

Credibility 

Information that comes from a reputable source. 

Timeliness 

Information may only be actionable for a limited period of time and quickly losses its value.  

Completeness 

The scope, depth and coverage of information. For example, a customer satisfaction metric 

based on feedback from all of your customers is more complete than a rating based on 

feedback from three customers. 

Relevance 

The potential of information to improve the quality of decisions or solve problems.  

Uniqueness 



In some cases, a secret or unique analysis is worth more than something that everyone knows. 

Comprehensible 

Information is data that is meant to be used by people. As such, quality information is designed 

for human comprehension. If most observers misinterpret an information item, it can be 

considered low quality even if it is technically correct. For example, a statistic that is based on 

real data but presented in a misleading way. 

 

Corporate performance management 

Corporate performance management (CPM) is the area of business intelligence (BI) involved 

with monitoring and managing an organization's performance, according to key performance 

indicators (KPIs) such as revenue, return on investment (ROI), overhead, and operational costs. 

CPM is also known as business performance management (BPM) or enterprise performance 

management (EPM). 

CPM is still sometimes narrowly pegged as financial performance management. At first glance, 

the odds seem stacked against creating an enterprise CPM system, but a closer look reveals a 

variety of opportunities for leveraging CPM tools company-wide. 

One of the major challenges to establishing a broader CPM strategy stems from the way in 

which CPM software was first developed years ago. Many of the initial CPM applications were 

point products focused on a particular need, primarily finance-related. And even though CPM 

vendors have expanded their offerings into full product suites, a lot of buying is still driven by 

individual business cases. 

"If you're in the market for a planning solution,” Forrester Research Inc. analyst Paul Hamerman 

said, “it's because you have some business need around planning, budgeting or forecasting and 

you need to address it now -- and you're not thinking about financial consolidation and 

performance measurement across departments. But certainly the whole exercise of planning 

transcends finance and goes across the business.” 

With that as the backdrop, here are some tips to help you start thinking along enterprise CPM 

lines: 

Find your organization’s leading indicators. Measuring corporate performance based on a set 

of key performance indicators (KPIs) is growing in popularity, according to Hamerman. “And 

KPIs can and do go across the organization," he said. Once KPIs are defined for a company or for 



individual business units, the potential value of rolling out an enterprise CPM system can begin 

to take shape. 

Hamerman recommends that companies should also focus on forward-looking “leading 

indicators." In a sales context, for example, predictive performance management metrics could 

include the level of customer inquiries, leads or sales calls. "Those predictors of activity could 

be related to a product pipeline and ultimately to a revenue stream," he said. 

Look to existing planning systems for possible CPM uses. This could be a bit of a double-edged 

sword: You may end up extending CPM concepts to other systems instead of expanding the use 

of your performance management tools themselves. 

"Outside of finance, you can certainly develop a strong case for performance measurement in a 

planning system in any area of the business," Hamerman said. "Inevitably, though, you'll also 

find that certain areas of the business have their own planning components -- and that's not 

necessarily a problem.” 

For instance, production planning isn’t something that is going to be done in a CPM system, he 

noted. But you may be able to add CPM metrics to an existing production planning system. 

Raise your hand and speak up. One of the biggest challenges to expanding a CPM rollout 

beyond finance is that companies often aren’t set up to consider the enterprise as a whole. 

"When people are going to buy a budgeting and planning application, well, that's their job -- 

they are going to find a budgeting and planning application," said Robert Kugel, an analyst at 

Ventana Research. 

Don’t be afraid to draw the connections and jump-start the enterprise CPM conversation. "If 

you're seeing applications that are underutilized, maybe it's a good idea to raise your hand and 

say, 'Gosh, just in case anyone wants to do this stuff, here's what we can deliver,'" Kugel 

advised. 

Don’t get lost in the budget. Another reason that companies have a hard time broadening the 

use of CPM systems, he said, is that they get too locked in on the budget itself instead of 

treating the budgeting process as the means to a broader performance management end. 

"I've seen very few companies that have bought dedicated budgeting and planning software 

and are actually using it in a way that's giving them the full value of the capabilities,” Kugel said. 

“Typically, companies know how to budget, so budgeting is what they do, and that's what they 

keep doing." 



To take better advantage of CPM software, he recommends that organizations start thinking in 

terms of integrated business planning. "You need the budget to run a company," he said. "But 

the budget doesn't run the company." 

Look at CPM tools and consider the possibilities. Some CPM vendors have added expanded 

performance management functionality to their software -- building CPM suites in an effort to 

expand their appeal to business users. The upshot? Chances are good -- and getting better -- 

that your current CPM software already has core capabilities in more than just planning and 

budgeting. 

"Many of these applications can almost immediately be positioned outside of the finance 

department," Gartner Inc. analyst John Van Decker said. Granted, the uses they support are 

usually finance-related, he acknowledged. But he added that with recent developments in the 

CPM market, it’s now possible to apply CPM tools to tasks such as sales forecasting and 

customer profitability management. 

Seek assistance from those who can provide it. Unless you're a C-level executive yourself, 

you're probably going to need help from a visionary executive to sell the idea of an enterprise 

CPM system internally. It doesn’t have to be the CEO or even the chief financial officer, Van 

Decker said. He suggested getting, say, the director of business planning onboard as a CPM 

sponsor and advocate. 

For smaller organizations, though, the CFO might be the person best suited to see and promote 

the cross-enterprise benefits of CPM software. 

Enlist internal business partners. There are also benefits to finding advocates and allies in 

business units, especially when business executives have seen firsthand what a CPM application 

can do for their operations. Business partners of that sort "should be able to communicate the 

value they achieved to help spread the word outside the finance organization,” Van Decker 

said. 

Get smarter with your business processes. The bottom line, he said, is that extending CPM 

software beyond the finance department requires a well-thought-out approach to making use 

of the technology -- and if an organization’s business processes aren’t mature enough, “they're 

not going to be able to leverage some of the functionality that's within these applications.” 

Companies should do a CPM-readiness assessment of their internal skills, such as their ability to 

develop profitability models and understand key financial processes, according to Van Decker. 

The assessment may point to the need to make investments in CPM education, certifications 

and training before beginning an enterprise CPM system deployment. 



Performance metrics 

Management is the discipline of assembling people and resources to reach specific goals. 

Management of business performance is designed to meet defined business targets within a 

particular time frame. An evaluation of performance management looks at the performance 

criteria and measures them against the targets. These metrics fall into broad categories that 

express how well the business is meeting long-term goals. They include metrics from the 

marketplace as well as internal factors that affect the success of the business. 

Financial 

Key metrics in the evaluation of management are financial performance numbers. These 

include sales, profits and costs. For the business owner or manager, a good metric to keep an 

eye on is year-over-year sales. This shows how your sales performance this year compares to 

the performance last year. If your sales are decreasing, you would want to investigate why. 

Even more important is how profits compare to previous years. Even if your sales are down, 

your profits can still rise if you keep costs down, too. Cost metrics include overhead such as 

rent, power and Internet service, as well as labor, supplies, taxes and fees. 

Customer 

Businesses derive their income from their customers. This means that the nature of a business's 

customers, and their level of satisfaction, is a good measure of business health and 

management performance. A positive metric for a business is a large and increasing number of 

customers. Other metrics include customer retention and results from customer surveys. 

Internal 

The working atmosphere within a company is an important factor for long-term success. 

Management is successful when employee salaries and benefits are within the industry's 

norms, and when work disruptions are rare. High employee retention rates, a low number of 

discipline cases, and above-average employee productivity are signs of effective management. 

These metrics provide an evaluation of the quality of management within the company. Small 

businesses typically score higher on such internal metrics because managers are closer to the 

employees. 

Strategic 

Companies use specific strategies to reach immediate targets and move toward their long-term 

goals. An evaluation of the strategic performance management of the business measures how 

well the business executed the strategies that management implemented. Strategies specify 

actions that management expects to give the desired results. An evaluation looks at how well 



management implemented the strategies, whether the company executed the planned actions, 

and whether the actions gave the planned results. Metrics associated with this evaluation are a 

good measure of management success. 

Compliance 

A final factor in the evaluation of business performance management is a measurement of the 

effectiveness of compliance. Management must be able to demonstrate legal compliance with 

financial reporting, employment regulations and environmental rules. Ideally, the business has 

fully complied and the authorities have not imposed sanctions. Compliance metric indicates 

how many times the company was forced to react to official sanctions. A second metric 

indicates how quickly and effectively the company fulfilled the requirements of these sanctions. 

 

Six Sigma quality improvements 

The Six Sigma DMADV process (define, measure, analyze, design, verify) is an improvement 

system used to develop new processes or products at Six Sigma quality levels. It can also be 

employed if a current process requires more than just incremental improvement. 

Six Sigma at many organizations simply means a measure of quality that strives for near 

perfection. Six Sigma is a disciplined, data-driven approach and methodology for eliminating 

defects (driving toward six standard deviations between the mean and the nearest specification 

limit) in any process – from manufacturing to transactional and from product to service. 

The statistical representation of Six Sigma describes quantitatively how a process is performing. 

To achieve Six Sigma, a process must not produce more than 3.4 defects per million 

opportunities. A Six Sigma defect is defined as anything outside of customer specifications. A Six 

Sigma opportunity is then the total quantity of chances for a defect. Process sigma can easily be 

calculated using a Six Sigma calculator. 

The fundamental objective of the Six Sigma methodology is the implementation of a 

measurement-based strategy that focuses on process improvement and variation reduction 

through the application of Six Sigma improvement projects. This is accomplished through the 

use of two Six Sigma sub-methodologies: DMAIC and DMADV. The Six Sigma DMAIC processes 

(define measure, analyze, improve, control) is an improvement system for existing processes 

falling below specification and looking for incremental improvement. The Six Sigma DMADV 

process (define, measure, analyze, design, verify) is an improvement system used to develop 

new processes or products at Six Sigma quality levels. It can also be employed if a current 

process requires more than just incremental improvement. Both Six Sigma processes are 



executed by Six Sigma Green Belts and Six Sigma Black Belts, and are overseen by Six Sigma 

Master Black Belts. 

According to the Six Sigma Academy, Black Belts save companies approximately $230,000 per 

project and can complete four to six projects per year. (Given that the average Black Belt salary 

is $80,000 in the United States, that is a fantastic return on investment.) General Electric, one 

of the most successful companies implementing Six Sigma, has estimated benefits on the order 

of $10 billion during the first five years of implementation. GE first began Six Sigma in 1995 

after Motorola and Allied Signal blazed the Six Sigma trail. Since then, thousands of companies 

around the world have discovered the far reaching benefits of Six Sigma. 

Many frameworks exist for implementing the Six Sigma methodology. Six Sigma Consultants all 

over the world have developed proprietary methodologies for implementing Six Sigma quality, 

based on the similar change management philosophies and applications of tools. 

Conduct information audit 

This chapter describes the process of conducting an information systems audit. It provides an 

overview of an audit program, the plan and procedure, compliance and substantive testing, 

testing tools, and the process of reporting. Preparing an audit program is the first step of 

conducting an information systems audit. 

This chapter describes the process of conducting an information systems audit. It provides an 

overview of an audit program, the plan and procedure, compliance and substantive testing, 

testing tools, and the process of reporting. Preparing an audit program is the first step of 

conducting an information systems audit. The various activities involved in defining an audit 

program include audit checklists, resource planning, and consistency in tests. Various 

techniques used by the auditors include audit area selection, simulation and modeling, scoring, 

and competency center. Information systems auditors play a major role to identify risks and to 

evaluate the adequacy of controls in critical information systems in an organization. Various 

steps involved in an information systems audit process include obtaining the background 

information, understanding the controls, developing the audit plan, compliance test of controls, 

use of analytical review procedures, summary of evidences, and evaluation and opinion. The 

auditor should familiarize oneself with various components and functions of the information 

systems and be conversant with how they work. The auditor needs to study various inputs, 

their flow through the system, the processing of data, and the generation of various outputs. 

Define and implement information quality policy 



The quality policy is the only true definition of quality that counts in your organization. Provided 

that you take into account the few important items the standard asks for, you can define and 

measure quality any way you choose. 

 

Make sure the policy builds on current corporate objectives and values 

It must be fully integrated with those concepts 

Part of the reason why you need a well written quality policy is to make your employees 

understand that their job affects product quality, and therefore the success of the company. 

Employees must be made aware that their individual contribution is important to the 

company’s overall success. 

Quality policy sample 1 

Company XYZ provides quality management, co-ordination, manufacture and installation 

services throughout the UK and sometimes abroad. The Company has developed its expertise 

since its establishment and its aim is to achieve a high standard of construction and service to 

its customers. 

It is the policy of Company XYZ to provide the customer with goods and services to the agreed 

requirement in accordance with the details and price. 

The Directors, Management and Staff are responsible for Quality Control through the Quality 

Management System seeking improvement by constant review, with suppliers and sub-

contractors being encouraged to co-operate. The Company is committed to achieving customer 

satisfaction by the use of quality procedures which will be operated to meet or exceed the 

requirements of ISO 9001. 

 

Establishing the Quality Policy 

This requirement is comparable to the requirements of ISO 9001:2008 Clause 5.3 – Quality 

Policy. You should check that there is evidence that Top management have participated in the 

creation of the quality policy, and are reviewing and maintaining it. 

You should review the quality policy to determine whether the quality policy is appropriate to 

the context of the organization and its purpose, that there is a commitment to continually 

improving the QMS, and the quality objectives are consistent with the quality policy. Top 



management should demonstrate that the quality policy is compatible with the strategic 

direction and context of the organization, as required by Clause 5.1.1b. 

Top management must ensure that the quality policy: 

• Is appropriate to the organization 

• Includes a commitment to requirements and continual improvement 

• Provides a basis for establishing and quality objectives 

• Is communicated and understood within the organization 

• Is periodically reviewed for suitability 

Go for something short, sweet and memorable. 

If the quality policy is simply written to satisfy the requirements of ISO 9001:2015 then it might 

be worthless. You should keep it simple and keep it relevant to your organization. Make it 

meaningful to the people in your organization. 

The quality policy should act as a driver for continual improvement. You will be required to 

ensure that you continually improve the degree to which the organization’s products and 

services meet customer requirements and to measure effectiveness of the processes 

responsible. To this end the continual improvement principle implies that you should adopt the 

attitude that improvement is always possible and that organizations should develop the skills 

and tools necessary to drive improvement. 

Quality policy sample 2 

Our Quality Policy is defined and strongly driven by the following management principles and 

behaviors: 

• Build a mutually profitable relationship with our customers, ensuring their long-term success, 

through the understanding of their needs and the needs of their customers as well 

• Achieve our commitments for quality, cost, and schedule 

• Enhance the systematic research and use of best preventive practices at all levels and ensure 

reliable risk management 

• Drive continual improvement and innovation based upon efficient business processes, well-

defined measurements, best practices, and customer surveys 

• Develop staff competencies, creativity, empowerment and accountability 



Through appropriate development programs and show strong management involvement and 

commitment 

Company XYZ strives to be the best provider of inspection services in the industry. Through the 

use of these guiding principles, everyone in Company XYZ is accountable for fully satisfying our 

customers by meeting or exceeding their needs and expectations with best-in- class solutions 

and services. Our goal is 100% customer satisfaction 100% of the time. 

Communicating the Quality Policy 

This is a new requirement. ISO 9001:2015 requires the policy to be maintained as documented 

information, refer to Clause 7.5.1a. You should check whether the quality policy has been 

applied throughout the organization and that the quality policy is available to any relevant 

interested parties. 

Remember, Auditors will wish to test staff's understanding; so internal communication is vital. 

Quality policy sample 3 

The company believes that its market expects a continually improving service. We aim to 

continually improve the service we provide to meet our clients requirements and to produce 

finished work that we can justifiably be proud of. 

The company aims to achieve the above by implementing a management system that complies 

with the international standard of good practice BS EN ISO 9001. It also includes a commitment 

to meet the requirements of our clients, as well as legal and regulatory requirements. Also to 

continual development of the system and helping to ensure it remains effective. 

Only by providing an outstanding service and product quality will we achieve our aims of long 

term success and sustained improvements. 

All personnel within the company are responsible for the quality of their work. The company 

provides training and has established systems to assist all personnel to achieve the standards 

required. While we Endeavour to produce work and offer a service that we can be proud of, we 

have to recognize that we don’t always achieve our own standards. When a customer 

complains, we are committed to investigating the complaint and will do our best to put right all 

justified complaints. 

The policy, organization and procedures necessary to achieve the required standards are 

described in our Quality Management System. 



The Quality Manager is responsible for monitoring the quality system and reports regularly to 

the Managing Director on the system's implementation, status and effectiveness. 

The objectives of this company are set out in the Business Plan. Objectives for individual jobs 

are to carry out he works to the satisfaction of the client and in accordance with the contract as 

agreed with the client. 

Quality policies are formulated from basic quality principles as they apply to an 

organization’s business environment. They touch on the following subject areas: 

• Customer focus 

Understanding current and future customer needs 

Meeting the customer's requirements 

Striving to exceed the customer's expectations 

• Leadership 

Creating an environment where everyone can contribute to quality 

• Engagement with people 

Making everyone aware of the need to contribute to quality 

Ensuring full engagement in activities that impact quality 

• Process approach 

Developing a commitment to describing all work in terms of processes 

• System approach 

Managing the business as a set of interacting processes 

• Continual improvement 

Encouraging constant refinement of processes to improve quality 

• Fact based management 

Making decisions based on analysis of process data 

• Mutually beneficial supplier relationships 



Developing close co-operative relationships with suppliers. 

Quality Policy Examples 

Quality policy statements can be focused both on general quality principles and specific 

business processes.  

For example: 

General 

As our first priority the management of XYZ Company is committed to delivering quality 

software to our customers. We recognize that consistent satisfaction of customer needs is 

essential to business survival 

Planning 

A Software Project Management Plan shall  

be created for all projects 

Monitoring and controlling 

Project managers shall produce project performance reports at intervals agreed with the 

project sponsor 

Documenting requirements 

All projects shall prepare a Software Requirements Specification describing the functions, 

performance and the interface requirements of the software product 

Architectural design 

All projects shall conduct a Design Input Review to establish that design inputs such as Software 

Requirements Specifications are unambiguous, complete and correct and possess sufficient 

quality to support the development of a design solution 

Coding 

Projects shall develop software in compliance with predefined coding standards. Coding 

standards shall be updated to reflect any project specific practices 

Testing 

All projects shall describe the approach to testing in a Software Test Plan. The STP shall describe 

the project's approach to unit, integration and acceptance testing 



Managing quality 

All projects shall plan and perform the software quality management activities required to 

ensure that the customer's stated and implied needs are met and that the software product is 

developed in compliance with recognized best practice 

Managing people 

Project managers shall be responsible for ensuring that development team members are aware 

of their quality responsibilities and appropriately trained to perform their assigned tasks. 

Managing information services quality: Attributes of service quality 

Service quality attributes 

Reliability – the ability to perform the service dependably and accurately – for an intranet this 

would be influenced by the speed with pages can be downloaded and the availability – the 

average amount of ‘down-time’ there is each day; 

responsiveness – a willingness to help customers and provide prompt service – for an intranet 

this could refer to response time to download information, but also how responsive the staff 

supporting the intranet were; 

Assurance – the knowledge and courtesy of employees and their ability to convey trust and 

confidence – this is again something that is conveyed by the support or help-desk staff; 

Tangibles – the physical appearance of facilities and communications – in the context of an 

intranet this is the information quality attributes such as relevance, accuracy, timeliness and 

presentation which is covered separately in the next section and was in the previous chapter; 

Empathy – providing caring, individualized attention – for an intranet this would refer to how 

helpful the staff supporting the intranet was. It could also refer to the overall ‘look and feel’ of 

the service indicating the degree to which it could help solve users’ tasks. Empathy could be 

increased by interactive services such as asking questions online. 

 
Types of Information Service Outsourcing: 
 

Professional Outsourcing includes accounting, legal, purchasing, information technology (IT), IT 

or administrative support and other specialized services. This is the most common area for 

these specific types of Outsourcing services, as there is a potentially high cost savings 

associated with this type of arrangement. 



Types of Outsourcing Models 

 Professional Services Outsourcing 
 Manufacturing Outsourcing 
 Process-Specific Outsourcing 
 Operational Outsourcing Service 

1. Professional Service Outsourcing 

It’s very common for many companies to outsource their complicated tasks and processes. It is 

the most popular type of outsourcing as it saves a massive amount of money on overhead. The 

most outsourced services are skill specific such as “IT”, legal and accounting. 

2. Manufacturing outsourcing 

This is the most pushed towards type. The cost of making your own products locally is 

significantly high. Paying the factory workers and raw material cost is massive. However if you 

outsource your manufacturing to china for example you’ll get Much lower cost per product. 

This has been a growing trend for a while now. 

Companies are leaning towards reducing blue collar jobs. Like any car company utilising this 

process to cut down on their product assembly time and cost. Tedious processes such as 

installing windows in all their models. 

3. Process-Specific Outsourcing 

Other models include very niche processes. Internal procedures and such vital processes for the 

continuity of the system. Many companies outsource processes revolving around their main 

product. An example of a bakery would normally outsource their delivery of their baked goods 

to a courier company such as UPS or FedEx. 

Normally these procedures would include a very detailed contract that’s detailing the nitty-

gritty stuff such as delivery timelines, customer contacts and costs. This type of outsourcing 

enables the company to focus on their core strength and improve their over-all customer 

service. All that while reducing the costs and time it would normally take for them to fulfil all 

their orders personally. 

4. Operational Outsourcing Service 

This type is normally associated with the manufacturing industry. That’s because there’s 

normally quite a bit of operational tasks and steps required to be taken for the end result to be 

achieved properly. For example, the equipment repairs and machine maintenance is very 

commonly outsourced to a 3rd party that specializes in such tasks. 



ADVANTAGES OF OUTSOURCING: 

 Brings more flexibility to your business. 

 You can focus on the core activities of your business and leave the non-core activities to 

your outsource to handle. 

 Time efficiency in solving problems. 

 Access to professional, specified, expert and high quality services 

 Save on capital expenditures. 

 Offshore outsourcing gives businesses the ability to develop new competencies and 

skill-sets that can be used as a competitive advantage. 

 Controlling the operations of your company. 

 

DISADVANTAGES OF OUTSOURCING: 

 Your outsourcing provider will be able to see your company’s confidential information. 

Hence there is a threat to security and confidentiality in outsourcing. 

 It’s more difficult to manage the offshore provider when compared to managing 

processes within your organization. · Off shoring can create potential redundancies for 

your organization. Your employees might express lack of interest or lack of quality at 

work. 

 Your outsourcing provider might not be providing services only for your organization. 

Since your provider might be catering to the needs of several companies. They will not 

be able to give your company 100% attention. 

 Outsourcing, though cost-effective, might have hidden costs. Stuff like the legal costs 

incurred while signing a contract between companies. You might also have to spend a 

lot of time and effort in getting the contract signed. 

 With outsourcing, your organization might suffer from a lack of customer focus. 

 There can be several disadvantages, such as, renewing contracts, misunderstanding of 

the contract, lack of communication, poor quality and delayed services amongst other. 

 

Different Outsourcing Strategies 

Choose your level of involvement. 

You can be as involved as you want. Follow up with how things are progressing. As well as 

giving direction to adjust the current flow. OR you can be as hands off as possible. And we’ll 

take care of the entire operation for you. 



Time difference oriented staffing. 

We understand that one of the most annoying things about this whole ordeal is the time 

difference. Communication can be really hard when you have to send the mail with your order 

and you have to wait till the next day to see the response. Your project will suffer from serious 

delay and your deadlines will be approach. Brand can offer you a wide selection of talent that 

works in shifts. So we’re online 24/7 and we start working on your project as soon you order. 

Classification of outsourcing by location. 

 Outsourcing is the act of hiring a third party to do part or all of your corporate activity. 

 Outsourcing is more common in the Information Technology (IT) business. 

 Outsourcing is growing very popular as it brings more flexibility. 


