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Classroom/Time
AGSM (MUDD) KLH/Tuesday and Thursday 11:00-12:20
Office          
MUDD 314
Office Hours 
T,TH 12:20-1:30 and by appointment
Phone
503.409.8788 (cell-use if necessary)
Email 
kmurphy@willamette.edu (use-most of the time)
Course Webpage
http://agsm.willamette.edu/classtools/mba  

Required 
Harvard Business School Publishing Case Readings Packet 

Business Cases
(See reading list on last page of this document.)
Required Text   
“Managing and Using Information System:  A Strategic Approach”, Pearlson and Saunders, 3rd edition, Wiley, 2005, ISBN 0-471-71538-7.
“Managing Business Process Flows:  Principles of Operations Management”, Anupindi, Chopra, Deshmukh, Van Miegham and Zemel, 2nd edition, Prentice Hall, 2005, ISBN 0-131-67686-5.
Course Rationale   Organizations exist to provide value to their customers through the creation and delivery of goods and services.  To this end, organizations must focus on managing and optimizing the business processes that create, deliver and support product and service delivery.  Today’s business processes are often enabled by significant investments in information technology (IT) in general in Information Systems (IS) in particular.  Information systems hold particular importance in this realm, as they are the vehicle for storing, managing and presenting the data upon which transactions are processed and delivering information upon which managerial decisions are made.  

Business process and associated IS/IT design and function have a significant impact on the competitiveness of an organization.  Process choice is arguably central to an organization’s ability to deliver efficiently and effectively.  Certain IS/IT configurations have redefined industries and created innovative strategies for the firms with these implementations.  In this course, we will examine how managers can achieve the maximum potential value from their business processes and the enabling IS both today and in the future. 


A student completing this course will understand how the organization’s strategy, technology, and structure must be in alignment in order to attain and sustain competitive advantage.  The student will be made aware of tools to identify and analyze business processes from the perspective key performance measures.  The student will be exposed new and existing information technologies and the choices that exist for developing and implementing systems in support of process improvement initiatives.  Finally, the student will be exposed to a variety of ethical, legal and social issues with respect to IS/IT and their influence on the management of technology.

Course 
This course develops skills to ensure an organization’s business processes

Description 
      support the competitive position of the firm.  In the course a broad set of service and manufacturing processes are analyzed for strategic alignment and for performance, and levers for management control are presented.  Process improvement initiatives are studied with a focus on modern process enabling technology and information systems implementation.  The interaction between information systems and ethical, policy and social issues is also considered.

Learning 
A student successfully completing this course will be able to:
Outcomes
1.  Describe and present examples of alignment and misalignment between business, organizational and IS/IT strategy

2.   Define the concept of “business process” in general and describe various business processes fundamental in all organizations

3. Perform basic operations analysis on business processes relating flow time, capacity and inventory using Little’s Law

4. Perform analyses on process flow time and suggest areas to improve flow time performance

5. Perform analyses on process throughput and suggest areas to improve throughput performance

6. Perform process inventory analyses and suggest areas to improve inventory performance

7. Understand the implications of tradeoffs between safety inventory and customer service

8. Demonstrate understanding of the classical business process reengineering/redesign and technology enabled change lifecycles

9. Build a basic business case for evaluating technology oriented change initiatives

10. Describe the basic components particular IS project management

11. Define the terms architecture and infrastructure and understand their roles with respect to information technology

12. Describe the potential of e-business initiatives to affect organizations, management and society as a whole

13. Describe the concept of modern customer relationship management (CRM) and how IS/IT can make effective CRM possible

14. Describe the theory underlying knowledge management initiatives and present examples of how technology supports knowledge management

15. Articulate the basic ethical issues and legal policies in IS/IT management 
Course Format
A detailed class schedule is shown below for all class periods.  Class periods are a combination of informal presentations by the instructor and by instructor led student discussions of the business case studies.  The instructor’s informal presentations (generally on Thursday’s) are designed to correspond with and supplement the material in the course textbook and other readings.  The business cases (generally on the following Tuesdays) are based on field research in real organizations and represent management situations that one might expect to encounter as a business professional.  This combination of lectures and case discussions is designed to both present basic theory and to allow for practical application of the theory in the area management of business processes and information technology.  


Students will be graded on their participation in the case discussions, their performance on two quizzes (midterm and final), on several (six) computer homework assignments and on personal reflection work.  In this course there is no attendance policy, but students absent from a class will not be given the chance to repeat or makeup missed work in that class.  Students attending class are responsible for reading all materials assigned for that particular class period prior to the start of the class in which the materials will be discussed.    

Participation 
Twenty-Five percent (25%) of the overall course grade will be assigned for a student’s participation in classroom discussions of the business cases and assigned readings. The graded class discussions are listed as Cases 1-12 in the schedule towards the end of this document.  The “Socratic” or “Case” teaching method presents the opportunity for the student to find and defend practical solutions to real business problems. Case discussions cannot succeed without extensive preparation and participation on the part of the student.   


For each of the twelve business case discussions (i.e., each week that a case discussion occurs,) each student will be assigned a single 0 to 5 score based on their individual participation in that week’s discussion.  The ten best of the twelve scores will be used to calculate the final participation component of the course evaluation.  

There will be at least two and may be three categories or components that contribute to the weekly participation score:


1.   Electronic participation prior to class (0-2 points)

2. Electronic participation during/after class (0-2 points) (This may or may not occur on any given week.)
3. Discussion participation during class (0-3 points)   


Not more than 3 points will be awarded for the total participation resulting from the total score from categories 1 and 2 (electronic/non-verbal categories) together.  Not more than 5 points will be awarded from the total of all three categories together.  Guidelines will be made available for expectations of what constitutes electronic participation before and during class.  


Electronic participation in either venue (before or during class/categories 1 and 2) will be evaluated on a 0-2 scale.  The guideline for evaluating in either category 1 or 2 (electronic participation) is:

Electronic Participation Grade
Explanation


0


No participation


1


Some participation according to guideline


2


Good participation according to guideline


In class discussion will be evaluated on a 0-3 scale based on the depth and significance of the comments made in the course of the discussion.  Quality of commentary (and NOT quantity) is the most important factor in determining discussion grades.  The grading scale for in class discussion can be summarized as follows:


Discussion Grade

Explanation


0

Student absent or did not participate


1

Some effort to participate


2

Active participation with quality comments  


3

Significant participation with high quality comments


Students are not expected to receive the highest possible evaluation score (i.e., a “5”,) for every week’s case discussion total, but over the course of the semester to receive significant marks for their participation effort.  Note that only the 10 best of 12 participation scores will be used in the final participation grade calculations.  Lack of participation on a given discussion cannot be made up later for any reason, and there are no exceptions to this policy.  Students who actively prepare and participate should not have a problem obtaining the majority of these points. 
Homework 
To gain hands-on experience with basic information technology tools specifically relational databases, six homework exercises that utilize the MS Access (relational database) and Compiere (ERP) applications will be assigned.  Thirty percent (30%) of the course grade will be based on this component of the course.  At least one week will be allotted for the completion of each graded homework exercise.  


Students may collaborate on the homework exercises; however the final product must be each student’s own work, that is, questions must be answered in the student’s own words AND any computer output must be created by that student.  Homework that is obviously copied or documents that are highly similar to one another in anyway will be awarded a zero (see Academic Expectations below).  Late homework assignments will be penalized by 25% for each day late. Exercises may be handed in via email by the deadline if a student cannot attend the class in which the exercise is due, however the student should still submit a hard copy as soon as possible to the instructor.  Only hardcopies will be evaluated.
Quizzes
Two in-class quizzes will be held which will account for thirty percent (30%) of the course grade.  Students will be responsible for providing individually formulated hand-written analyses of business processes or case studies or other class readings.  Additional information on quiz content will be made available prior to the dates of the quiz.  Students may NOT communicate or collaborate with their colleagues regarding any facet of either quiz during the quiz period.  Any sort of collaboration or other non-sanctioned activities during the quiz will result in a zero grade for that quiz.  Students who cannot make the quiz time/date must schedule this absence with the instructor in advance otherwise a zero grade will result.
Mini-Project 
Four written assignments comprise a mini-project which will help to solidify process thinking and systems implementation work in practice.  The goal of the mini-project is to provide students with practice in applying and reflecting on the application of process improvement consulting principles in a real setting.  Fifteen percent (15%) of the course grade is designated for this mini-project.  

Students may work in team of up to two people.  Late deliverables will be penalized by 25% for each day late.  Papers may be handed in via email by the deadline if a student cannot attend the class in which the exercise is due, however the student should still submit a hard copy as soon as possible to the instructor.  Only hardcopies will be evaluated.
Grade Disputes
All student evaluation on participation, homework, quizzes, etc., will be updated and made available to students on a weekly basis via Class Tools ( Records (in most cases within one week of the evaluation).  Students are expected to dispute evaluations within a one-week period of the availability of the evaluation.  Failure to dispute a grade within this period indicates that the student has accepted that mark.  First round disputes must be made in writing either via email or in other written form to the instructor.  Disputes should include convincing evidence as to why the grade should be changed.  This should consist of a logical statement (in detail if necessary) that presents evidence arguing why the assigned grade was not correct.  If the dispute is not resolved to the student’s satisfaction, the student may then request a face-to-face meeting with the instructor to further discuss the issue.   

Academic
We are a community of learners.  Our professional commitment is to create
Expectations
an environment that advances the science and practice of managing organizations.  As individuals, we conduct ourselves with honor and integrity, treat everyone with respect, take responsibility for our actions, and fulfill our promises.
Examples of conduct consistent with this expectation include:

· Taking initiative

· Crafting solutions 

· Completing assignments according to an agreed schedule

· Offering constructive criticism and accepting it appreciatively

· Taking responsibility for our own learning and that of others


We expect someone who observes or learns about behavior inconsistent with our expectations of conduct to initiate corrective action by clarifying the situation and encouraging the responsible party to act appropriately.  In the case of a violation of School or University policies or the laws of relevant jurisdictions, notify the appropriate enforcement authorities.
Students with 
Students requesting accommodations for a disability must be registered and

Disabilities 
certified through the Willamette University Disability Services Office (Bishop Wellness Center; http://www.willamette.edu/dept/disability/).  Contact the Disabilities Services Office at 503-370-6471.
Evaluation 
Final course evaluation will be based on a weighted average of scores on all evaluated work.  The weights are:



Total

Participation (best 10 scores of 12 numbered case discussions)
25%

Homework (best 5 of 6 lettered homework assignments)
30%

Quizzes (2)






30%

Mini-Project Assignments (4)




15%






Total
          100%

Final course grades will (tentatively) be assigned on the following scale:


A
94-100



A-
91-93



B+
88-90



B
81-87


B-
78-80


C
70-77


F
<70

Tentative Schedule:  Management of Business Processes and Information Systems

GSM535-Spring 2008
	Semester Week
	Class Day
	Topic
	Reading
(for next class)

	Week 1
	Jan. 15
	Course Introduction



	PS-Intro: 1-15

PS-Chap 1:  19-36
AC-Chap 1:  2-16

	
	Jan. 17
	Alignment in Organizations
	Ms. Fields

	Week 2
	Jan. 22
	Case 1:  Ms. Fields Inc., 1977-87
	AC-Chap 2:  18-32
AC-Chap 3:  40-44, 49-57, 64-67

	
	Jan. 24
	Business Processes and Basic Analysis
	Kristen’s Cookie Co.

	Week 3
	Jan. 29
	Case 2:  Kristen’s Cookie Co. (A)
	AC-Chap 4:  74-93

	
	Jan. 31
	Process Flow Time Analysis
	Southwest Airlines

	Week 4
	Feb. 5
	Case 3:  Southwest Airlines 
	AC-Chap 5:  101-125

	
	Feb. 7
	Process Capacity Analysis
	Sharffen Berger Choc.

	Week 5
	Feb. 12
	Case 4:  Scharffen Berger Chocolate Maker
	AC-Chap 6:  132-151, 155-156

	
	Feb. 14
	Inventory Analysis
	Toyota Motor

	Week 6
	Feb. 19
	Case 5:  Toyota Motor Manufacturing
	AC-Chap 7:  166-177, 183-194

	
	Feb. 21
	Safety Inventory Analysis
	Netflix

	Week 7
	Feb. 26
	Case 6:  Netflix
	(No Reading)

	
	Feb. 28
	Review for Quiz 1
	(No Reading)

	Week 8
	March 4
	Quiz 1:  Business Process Analysis
	PS-Chap 2:  38-56

PS-Chap 5:  109-129

	
	March 6
	Business Process Redesign
	Carnival Cruise Lines

	Week 9
	March 11
	Case 7:  Carnival Cruise Lines
	PS-Chap 10: 251-272

	
	March 13
	Financing IS Investments
	Zara

	Week 10
	March 18
	Case 8:  Zara-IT for Fast Fashion
	PS-Chap 11: 276-308

	
	March 20
	IS Projects
	OTIS Elevators

	
	March 25/27
	Spring Break-No Class
	(No Reading)

	Week 11
	April 1
	Case 9:  OTIS Elevators
	PS-Chap 6:  133-156

	
	April 3
	Architecture and Infrastructure
	Cisco

	Week 12
	April 8
	Case 10:  Cisco Sys. Arch.:  ERP and W-E IT
	PS-Chap 7:  161-188

	
	April 10
	Net Enhanced Organizations
	ITC eChoupal

	Week 13
	April 15
	Case 11:  The ITC eChoupal Initiative
	PS-Chap 12:  313-342

	
	April 17
	Knowledge Management 
	SYSCO

	Week 14
	April 22
	Case 12:  Business Intelligence at SYSCO  
	PS-Chap 8: 192-209

	
	April 24
	Information Ethics 
	(No Reading)

	Week 15
	April 29
	Course Conclusion/Quiz 2 Review
	(No Reading)

	Finals Week
	TBA
	Quiz 2:  IS Implementation Analysis
	


PS:  “Managing and Using Information Systems:  A Strategic Approach”, Pearlson and Saunders, 3rd edition, Wiley, 2005, ISBN 0-471-71538-7.
AC:  “Managing Business Process Flows:  Principles of Operations Management”, Anupindi, Chopra, Deshmukh, Van Miegham and Zemel, 2nd edition, Prentice Hall, 2005, ISBN 0-131-67686-5.

Tentative Deliverable Due Dates
GSM535-Spring 2008
	Date
	Deliverable
	Mode of Delivery

	January 24 (Th)
	Homework A:  MS Excel-Pivot Tables
	Hardcopy-In Class

	February 7 (Th)
	Homework B:  MS Access 1
	Hardcopy-In Class

	February 14 (Th)
	Mini-Project Assign 1:  Process Overview
	Hardcopy-In Class

	February 21 (Th)
	Homework C:  MS Access 2
	Hardcopy-In Class

	March 4 (Tues)
	First Quiz:  Process Analysis
	In Class

	March 6 (Th)
	Homework D:  MS Access 3
	Hardcopy-In Class

	March 13 (Th)
	Mini-Project Assign 2:  Detailed Process Description 
	Hardcopy-In Class

	April 8  (T)
	Homework E:  Compiere 1
	Hardcopy-In Class

	April 17 (Th)
	Mini-Project Assign 3:  Recommendations for Process Improvement and Justification
	Hardcopy-In Class

	April 24 (Th)
	Homework F:  Compiere 2
	Hardcopy-In Class

	April 29 (T)
	Mini-Project Assign 4: Plan for Process Improvement Implementation and Reflection
	Hardcopy-In Class

	May X (finals week-TBD)
	Second Quiz:  Systems Implementation Analysis
	In Class

	

	NOTE:  A graded case discussion will occur every Tuesday of the course except 1/15, 3/4, 3/25 (spring break) and 4/29/08.


Reading List:  Managing Processes and Systems 

GSM535-Spring 2008
Textbooks:
“Managing Business Process Flows:  Principles of Operations Management”, Anupindi, Chopra, Deshmukh, Van Miegham and Zemel, 2nd edition, Prentice Hall, 2005, ISBN 0-131-67686-5.
“Managing and Using Information Systems”, Pearlson and Saunders, 3rd edition, Wiley, 2005, ISBN 0-471-71538-7.
Case Studies and Readings:  
Product Number

(In order of their assigned reading dates)

Case 1:  Ms. Fields, Inc. 1977-87
9-194-064


Case 2:  Kristen’s Cookie Company (A)
9-686-093
Case 3:  Southwest Airlines in Baltimore
9-602-156

Case 4:  Scharfen Berger Chocolate Maker
9-606-043

Case 5:  Toyota Motor Manufacturing, U.S.A., Inc.
9-693-019

Case 6:  Netflix
9-607-138

Case 7:  Carnival Cruise Lines
9-806-015

Case 8:  Zara:  IT for Fast Fashion
9-604-081
Case 9:  OTIS Elevator:  Accelerating Business Transformation with IT


9-305-048

Case 10:  Cisco Systems Architecture:  ERP and Web-enabled IT
9-301-099

Case 11:  The ITC eChoupal Initiative
9-604-016
Case 12:  Business Intelligence Software at SYSCO
9-604-080

Tentative Use:  Tektronix, Inc.:  Global ERP Implementation
9-699-043

Case studies are from Harvard Business School Publishing (www.hbsp.harvard.edu).
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