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Mylab MIS: Fostering Employability Skills 
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Reach every student with Mylab MIS Mylab is the teaching and learning 
platform that empowers you to reach every student. By combining trusted authors' 
content with digital tools and a flexible platform, Mylab MIS personalizes the learning 
experience and improves results for each student. And with Decision-Making Sims and 
Excel and Access Grader Projects, students understand how MIS concepts will help them 
succeed in their future careers. 

Mylab MIS™ 
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• Using proven, field-tested technology, Auto-Graded Excel and Access Proj ects 
let you seamlessly integrate Microsoft® Excel and Access content into your 
course without having to manually grade. 

• Decision-Making Sims put students in professional roles 
and give them the opportunity to apply course concepts 
and develop decision-making skills through real-world 
business challenges. 

Decision Making 

• Wr it ing Space offers a single place to create, t rack, and 
grade writ ing assignments, provide resources, and 
exchange meaningful, personalized feedback with • • / 
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• Dynamic Study Modules help students study chapter topics and the language of MIS 
on their own by cont inuously assessing their knowledge applicat ion and performance 
in rea l t ime. These are available as graded assignments prior to class, and are 
accessible on smartphones, tablets, and computers. 

• Learning Catalytics™ is a student response tool that helps you generate 
class discussion, customize your lecture, and promote peer-to-peer learning 
based on real-t ime analytics. Learning Catalytics uses students' smartphones, 
tablets, or laptops to engage them in more interact ive tasks. 

• The Gradebook offers an easy way for you and your students to see their 
performance in your course. 

Item Analysis lets you quickly see trends by analyzing details like the number of 
students who answered correctly/incorrect ly, t ime on task, and more. 

And because it 's correlated with the AACSB Standards, you can track students' 
progress toward outcomes that the organization has deemed important in 
preparing students to be leaders. 

• Pearson eText enhances learning - both in and out of the classroom. Students 
can take notes, highlight, and bookmark important content, or engage with 
interact ive lecture and example videos that bring learning to life anytime, anywhere 
via MyLab or the app. 

• Accessibility (ADA)-Pearson is working toward WCAG 2.0 Level AA 
and Section 508 standards, as expressed in the Pearson Guidelines for 
Accessible Educational Web Media. Moreover, our products support 
customers in meet ing their obligation to comply with the Americans with 

Disabilit ies Act (ADA) by providing access to learning technology programs 
for users with disabilit ies. 

Please email our Accessibility Team at disability.support@pearson.com for the 
most up-to-date information. 

• With LMS Integration, you can link your MyLab course from Blackboard Learn™, 
Brightspace® by D2L®, Canvas™, or Moodie®. 
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Preface 
Since the emergence of ERP and EAI systems in the early 1990s, the MIS discipline has under­
gone a slow but persistent change. Whereas the early emphasis of MIS was on the management 
and use of information systems per se, emerging cross-functional systems began to place the 
focus on processes that utilize such systems. We believe that existing MIS textbooks, particularly 
those at the introductory level, do not sufficiently recognize this change in emphasis. Hence, we 
offer this textbook that provides a strong process orientation. 

Why This Third Edition? 
We have made a number of changes to this third edition; these are listed in Table I. While Table I 
spells out the changes in detail, there are several significant changes that warrant a short explanation. 

First, the technology landscape has changed rapidly from the time the second edition was 
written. At that time, Uber, Blockchain, Smartphone payments, group messaging, and the Inter­
net of Things were not on the scene. Robotics, Big Data, and SAP HANA S/4 were just begin­
ning. Further, security was not the priority it is now. These changes led to updates of many of the 
chapters. In addition, we decided to introduce Extensions in this third edition to provide more 
coverage of new topics without making existing chapters too long. 

These Extensions include completely new discussions of technologies such as Location Based 
Data, Al, and Robots. They also include some topics that no longer fit in chapters such as hard­
ware, software, and systems development. Finally the extensions include a discussion of JS careers. 

We also wanted to expand the opportunity for students to gain more first-hand practice with 
SAP. We added a Production tutorial in Appendix A based on the same Chuck's Bikes case used 
in the Procurement and Sales tutorials. 

One of the biggest challenges to any SAP tutorial is ensuring students understand the 
underlying business processes, that they not blindly enter data into on-screen forms. To that end, 
Pearson has introduced a new app cal led MySAP Lab. This browser app runs independently 
from SAP but is synced to the tutorial so that as a student works through the tutorial this app 
periodically poses questions about the underlying process. It also provides the instructor an 
opportunity to passively observe assignment completion, notice where students encounter dif­
ficulty, and record student responses to questions. 

Another significant change is our coverage of security. Security is becoming more essential 
for all business students. Often the only exposure business students get to security is in an MIS 
class. For this reason we greatly expanded our discussion of security, gave it its own chapter, and 
moved it earlier in the semester next to the other technical topics. 

Another change is that My Lab MIS is now integrated with the 3rd Edition. At the end of each 
chapter sn1dents are directed to MyLab MIS for short answer questions as well as essay questions. 

Many colleagues have told us they are "flipping" their class rooms and are using more stu­
dent engagement activities during class meeting times. As a result, we updated half of the MIS 
InClass exercises and improved the instructions on the others. 

At times introductory classes like MIS can devolve into a mastery of vocabulary lists. 
We've tried to counter this by helping the student see the value of using the vocabulary and 
the usefulness of the models presented in the text by consistently applying the course vocab­
ulary to familiar domains such as a hospital, a bicycle company, and a universi ty. We also 
ask students to self-inspect; we don' t ask them to memorize the definition of collaboration 
and experimentation-we ask them to evaluate themselves and find ways to improve. Just as 
important, we tried to identify key themes for entire chapters highlighting them in the introduc­
tion and returning to them at various points in the chapters. For example, the security chapter 
theme is that security is a tradeoff; a tradeoff between freedom and security and between cost 
and security. All these changes seek to make student engagement more natural and frequent. 

Finally, to improve currency and readability all the chapters were updated, and many new 
figures added or repurposed. In addition, 8 opening vignettes, IO end of chapter cases, and 
7 application exercises were completely rewritten. We also tried to be more efficient with page 
use, reducing the length of chapter opening vignettes, cases, and ethical guides. xix 
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TABLE 1 Changes in the 3rd Edition 

Chapter 

1 

Change 

New Figure on Data and Internet rapid expansion 
New Figure on IS job history and growth 

Updated and simplified the definition of MIS 

New MIS lnClass on student skills 

New Tesla Case Study 

2 6 new Figures 
New chapter open ing vignette highlights hospital process 

Expanded discussion of importance of processes 

Definitions of IS components more specific 

Expanded discussion of the value of internal information 

New MIS lnClass on information 

New concluding question applying book topics to work 

New Coffee Shop Case Study 

3 10 new Figures 

New chapter open ing vignette describes cloud issues 

Hardware and Software updated and moved to Extension 

Expanded discussion of Cloud. recent growth. most popular uses 

MIS lnClass moved here from Chapter 2 

Key Terms and Concepts reduced 

New vocabulary: PAN. handover. net neutrality. peering 

New discussion of cellular networks 

Three questions replace one on how networks work 

A single continuous example of image upload to Snapchat 

Added discussion of Tier 1 network providers 

New McDonalds Case Study 

4 New chapter open ing vignette on database issues at a hospital 
Updated discussion of NoSQL 

New case study on personal DBMS 

New discussion on how hospital database should be corrected 

5 New Security chapter. previously half a chapter 

9 new figures 

New chapter open ing vignette describes a security lapse 

New end of chapter collaboration exercise 

New MIS lnClass 

New Wikileaks case 

New vocabulary: APT. BYOD. brute force. CAPTCHA. forensics. hash. malware. overflow 

New vocabulary: Ransomware. risk. audit. session hijacking. usurpation. VPN 

Updated discussion of implications from loT. cloud. mobile. and Big Data 

Current security failures and scope of challenges updated 

Emphasis on tradeoff expanded 

Figure on Threat vs Loss updated and simplified 

Suggestions for personal security updated and expanded 

Expanded discussion on passwords. 2 factor. VPN and others 

6 7 new figures 

New chapter open ing vignette describes poor hospital process 

Expanded discussion of importance of processes to business 

New end of chapter collaboration exercise 

New ethics guide on the ethics of automation 

New Electronic Dance Music case 

Emphasis on KPI rather than measures for processes 

New discussion of the importance of process feedback 



Chapter 

7 

Change 

10 new figures 
New chapter open ing vignette on ERP cutover at CBI 

Added personal examples to motivate students 

New end of chapter collaboration exercise 

New MIS lnClass 

New AF ERP Bonfire case describes implementation disaster 

New emphasis on upgrades not initial implementation of ERP 

Removed discussion of EAi 

Discussion of new concepts- Fiori, SAP HANA S/4 

Expanded discussion of ERP system challenges 

Updated goals of Tier 1 ERP vendors 

8 11 new figures 

Expanded discussion of supply chain early to provide procurement ERP context 

Implications for student job skills added 

New 2028- A/R. robots. 3· 0 pri nting, and Worldwide Internet 

9 14 new figures 
Expanded discussion of marketing early to provide sales ERP context 

A consideration of Salesforce discussion added 

Implications for studen t job skills added 

New 2028- Blockchain. Amazon buttons. darknet. and smartphone payment 

10 New chapter open ing vignette hospital collaboration 
New end of chapter collaboration exercise on Kata 

Updated descriptions of Google Drive and Microsoft DneDr ive 

New MIS lnClass 

New Miracle on the Hudson case 

New 2028- collaboration w ith Al and robots 

Expanded motivation to students to apply collaboration topics 

11 7 new Figures 
New chapter open ing vignette examines negative social media posts 

New Airbnb case 

New section on the sharing economy and trust added 

Added new section on group messaging apps and Reddit 

New vocabulary: Reddit. sharing economy. unicorns. collaborative consumption 

New vocabulary: click- through rate. conversion rate. Enterprise 2.0. privacy 

Expanded discussion of common social media measures 

Updated business uses of social media 

New 2028- ana lysis of social media data and privacy 

Impact of social media on hiring process added 

Expanded discussion of challenge of measuring financial resu lts 

12 9 new Figures 
New discussion of da ta marts. Excel PowerPivot. text m ining 

Expanded descr iptions of pred iction markets. urban applications 

New Privacy case 

New 2028- mobile Bl. unstructured data. loT. and privacy 

New vocabulary: data marts. text min ing. sen timent analysis. loT. GDPR 

Big Data section updated on NoSOL. MapReduce. Hadoop. SAP HANA 

New discussion on skepticism of analysis added 

New Extensions 

1 IS Careers 

2 Software and Hardware 

3 Process Management and IS Design 

4 Robots and Al 

5 Loca tion Based Data Information Systems 

Appendix A: SAP Production Tutorial 
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Importance of MIS 
Chapter I claims that MIS is the most important class in the business curriculum. That's a bold 
statement, and every year we ask whether it remains true. Is there any discipline having a greater 
impact on contemporary business and government than IS? We continue to doubt there is. 
Every year brings important new technology to organizations, and many of these organizations 
respond by creating innovative applications that increase productivity and otherwise help them 
accomplish their strategies. In the past year, Blockchain, IoT, and new security chal lenges are 
posing new opportunities and requirements on organizations. More sophisticated and demand­
ing users push organizations into a rapidly changing future, one that requires continual adjust­
ments in business planning. To participate, our graduates need to know how to apply emerging 
technologies to better achieve their organizations ' strategies. Knowledge of MIS is critical to 
this application. 

The effects of changing technology and new user demands fall on processes and informa­
tion systems at all levels-workgroup, organizational, and inter-enterprise. The impact on the 
latter is especial ly dramatic because cloud-based hosting and mobile devices enable independent 
organizations to work together in ways previously unimaginable. 

As stated, we continue to believe we can enter the classroom with the confidence that we are 
teaching the single most important course in the business school-an argument that relies on t,vo 
observations. First, because of nearly free data storage and data communications, businesses are 
increasingly finding and, more important, increasingly required to find innovative applications 
for information systems. The incorporation of Facebook and 1\vitter into marketing systems 
is an obvious example, but this example is only the tip of the iceberg. For at least the next 
JO years, every business professional will, at a minimum, need to assess the efficacy of proposed 
IS applications. To excel, business professionals wi ll need to not only assess but define innova­
tive IS applications. These applications will increasingly take advantage of advances in Big Data 
and analytical software. 

Such skills will not be optional. Businesses that fail to create systems that take advantage of 
nearly free data storage and communication will fall prey to the competition that can create such 
systems. So, too, wi ll business professionals. 

The second premise for the singular importance of the MIS class relies on the work of Robert 
Reich, former Secretary of Labor for the Clinton administration. In The Work of Nations,• Reich 
identifies four essential employability ski lls for knowledge workers in the 21st century: 

• Abstract reasoning 
• Systems thinking 
• Collaboration 
• Experimentation 

For reasons set out in Chapter I, beginning on page 2, we believe the MIS course is the single 
best course in the curriculum for learning these four key skills. 

While most Introduction to MIS textbooks address technical innovation and nonroutine 
ski lls, Processes, Systems, and Information, Third Edition, uniquely enables the Intro course to 
also address business processes. The process view of business is the dominant view of business 
today; students need a consistent, extended opportunity to master the language and apply it. The 
Introduction to MIS class that uses this textbook can expose both IS and non-IS students to pro­
cess concepts and appropriately place IS in its vital role of supporting and improving processes. 
With this process foundation, sn1dents are better able to understand the benefits and chal lenges 
of ERP systems. 

Background on Processes and IS 
The relationship between business processes and information systems is complex. They are not 
one and the same; a given process might use several different information systems, and, at the 
same time, a given information system might support many different processes. So, we cannot 

' Robert B. Reich, The Work of Natio11s (New York: Alfred A. Knopf, 1991), p. 229. 



say that a process encapsulates all of its infonnation systems, nor can we say that an information 
system encapsulates all of its processes. 

In part because of this complex relationship, we define MIS as creating, monitoring, and 
adapting processes, infonnarion syste1ns, and inforrnation to help organizations achieve their 
strategy (Chapter I). The fabric of this text is woven around and through these definitions. 

Potential adopters of this textbook are departments that make business processes a key com­
ponent or thread throughout their curricula. This group includes all of the universities that are 
part of the SAP University Alliance, those that are part of the Microsoft Dynamics Academic 
Alliance, and other institutions for which a business process orientation is important. Chapters 
8 and 9 provide specific examples of the use of SAP, and the cases that conclude each of those 
chapters provide n1torial exercises that use the SAP University Alliance's Global Bikes Inc. 
(GB!) case. This is the same case and client data used in University Alliance training, so it will 
be familiar to many instructors. 

In our opinion, a text must go beyond the operational processes that comprise Chapters 8 
and 9. Of course, operational processes are most important, and five chapters and an Appendix 
of our text include or are devoted to them. However, other dynamic processes, such as collabo­
ration, project management, problem solving, business intelligence, and social net,vorking, are 
also important. Hence, we -believe that this text should include much more than SAP-oriented 
processes. 

Text Features 
A challenge of teaching the Introduction to MIS course from a process orientation is the lack 
of business knowledge and experience on the part of most students. Many universities offer the 
Introduction to MIS course at the sophomore and even freshman levels. Most of these students 
have completed few business courses. Even when this course is taught to higher-level students, 
however, few of them have significant business or process experience. They have been lifeguards 
or baristas. When we attempt to talk about, for example, the impact of process change on depart­
mental power, that discussion goes over the heads of students. They may memorize the terms, 
but they often Jose the essence of the discussion. The features of this text are designed, in part, 
to address this problem. 

Question- Based Pedagogy 
Research by Marilla Svinicki in the Psychology Department of the University of Texas indicates 
that today's students need help managing their time. She asserts that we should never give home­
work assignments such as "read pages 75-95." The problem, she says, is that students will fiddle 
with those pages for 30 minutes and not know when they're done. Instead, she recommends 
that we give our students a list of questions and the assignment that they be able to answer 
those questions. When they can answer the questions, they're done studying. We have used this 
approach in our classrooms, and we believe that it is most effective. Students like it as well. 
Hence, we have organized each chapter as a list of questions. 

Opening Vignettes 
Each chapter opens with a short vignette of a business situation and problem that necessitates 
knowledge of that chapter. We use two different fictitious organizational settings: 

I. Wood Hospital, a local hospital 
2. Chuck's Bikes, Inc., a bicycle manufacturer that competes with Global Bikes 

Each of these vignettes presents a situation that illustrates the use of the chapter's contents in 
an applied setting. Most contain a problem that requires knowledge of the chapter to understand 
and solve. 

MIS lnClass Exercises 
Every chapter includes a student group exercise that is intended to be completed during class. 
These exercises are designed for teachers who seek to use active learning exercises, also called 
flipping the classroom. The purpose of the exercise is to engage the student with knowledge 
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gained from the chapter. These exercises are part lab and part case study in nature. In our experi­
ence, some of them lead to spirited discussions, and we could have let them run on for t,vo or 
three class periods, had we had that luxury. 

SAP Tutorial Exercises 
The appendices to Chapters 8 and 9 as well as Appendix A contain process exercises that involve 
the SAP Alliance's Global Bike case. Professors at institutions that are members of the alliance 
can use these with their students. Because not every department that uses this book is a member 
of that alliance, we have made these exercises optional appendices. You can omit the exercises 
without any loss of continuity. 

The exercises are, we hope, purposeful yet simple to do. Our goal is to make it possible for 
them to be conducted by teaching assistants and faculty who have not yet attended the SAP uni­
versity training. To that end, we provide extensive instructor support materials. Instructors who 
have had training by the SAP University Alliance wi ll immediately recognize that these tutorials 
use exactly the same data and screens they used during training. 

Earl McKinney, the author of the tutorial exercises, has been teaching SAP for 12 years at 
Bowling Green State University. The tutorial exercises included in th is book have been tested 
extensively with Introduction to MIS students in a BGSU lab setting. In addition to the exer­
cises, Earl has written a detailed teaching guide on how to best use the exercises as well as 
tips and pointers about their use and his experience about where students are most likely to 
struggle. 

A fourth tutorial is offered at the end of the Chapter 12 on Business Intelligence. This 
tutorial uses SAP's Lumira to analyze Global Bike Inc. data. While a particular set of data is 
specified in the tutorial, students and instructors can also simply read the tutorial, learn how 
the operations like slicing and fil tering are done, and use these skills on any dataset. 

Over these years, Earl learned that when doing SAP exercises, it is far too easy for students 
to slip into "monkey-see, monkey-do" mode without any clear understanding of what they are 
doing or why. Based on this classroom experience, we believe that the setup to procurement and 
sales in Chapters 8 and 9, together with the exercises themselves, help students move beyond 
simple copy mode, in which they learn the SAP keystrokes, to learn the nature of process--ori­
ented software and its role in organizations. 

Like all who have used the GBI case, we are grateful to the SAP Alliance and to the case's 
authors. In accordance with both the letter and spirit of the SAP Alliance community's policy, 
we have placed these exercises on the SAP University Alliance Web site. We hope you will find 
sufficient value in this text to use it in your classroom, but please feel free to use these exercises 
even if you do not adopt this text. 

By the way, the body of Chapters 8 and 9 uses the example of Chuck's Bikes, Inc., rather 
than GBI. We made this change at the request of the SAP Alliance. The al liance prefers that 
authors not add new material to GBI, change any characters, make videos, and so forth. We cre­
ated CBI so as to comply with that request while at the same time providing more detai led busi­
ness scenarios that are compatible with GBI. 

Ethics Guides 
We believe that business ethics are a critically important component of the Introduction to MIS 
course and that the best way to teach ethics is in the context of case-like situations. We also believe 
that ethics ought not to be relegated to a single chapter or chapter section. Including ethics in one 
place leads to the inoculation theory of education: "We don' t need to discuss ethics, we've already 
done that." Accordingly, each chapter contains one two-page spread called an Ethics Guide. They 
are shown in the table of contents; to sample just one of them, turn to page 20. 

In recent years, we believe there has been a shift in students' attitudes about ethics. Many 
students seem to be increasingly cynical and callous about ethical issues. As a result, when we try 

to raise interest with them about unethical behavior, we find ourselves interjecting and defending 
a particular set of values, a role that strikes many students as inappropriate. A common attitude 
seems to be, "We should think for ourselves, thank you anyway." 

In frustration about the situation, we turned to a good friend of many years, Dr. Chuck Yoos, 
emerin1s professor from the U.S. Air Force Academy. We told him our goals for presenting 



the Ethics Guides and asked him what criteria he would use with his students if he only had 
20 minutes per guide. His response was that while there are many ways of addressing ethics in 
business, Kant's categorical imperative and the utilitarianism of Bentham and Mill would be at 
the top of his list. We investigated both and decided to use them with this edition. 

Our goal in doing so is to ask students, whose ethical standards may be immature, to learn 
and apply the categorical imperative and uti litarianism perspectives. By doing so, students are 
asked to " try on" those perspectives and in the process think more deeply about ethical prin­
ciples than they do when we allow them simply to apply their personal ethical standards. 

The Ethics Guide in Chapter I introduces the categorical imperative, whereas the Ethics 
Guide in Chapter 2 introduces uti litarianism. If you choose to use these perspectives, you will 
need to assign both of those guides. 

Collaboration Exercises 
As stated in Chapter 1, collaboration is a key skill for today's business professionals. Accord­
ingly, we believe that teaching collaboration, collaboration processes, and collaboration infor­
mation systems is an important component of this course. To that end, each chapter includes a 
collaboration exercise to be accomplished by a student team. In our opinion, it is not possible for 
students to complete al l of these in one term. Instead, we recommend using three or four of them 
throughout the tenn. 

In doing these exercises, we recommend that students not meet face to face, at least not 
most of the time, but use modem collaboration tools for their meetings. Google Docs and related 
tools are one possibility. We prefer requiring students to use Microsoft OneDrive. 

End-of-Chapter Cases 
The chapter-opening vignettes are based on real-life experience, but the organizations they 
describe are fictitious. We use fictitious companies because we want students to learn from orga­
nizational mistakes and, at times, even organizational foolishness. We have not found many real 
companies that will allow us to share their laundry in this way, and, in any case, it seems unfair 
to ask for an organization 's cooperation and then tum around and publish its problems. 

However, we do believe students need to see examples of the role of MIS in actual organiza­
tions to help them bridge the chapter content to the real world. Hence, each chapter concludes 
with a case that illustrates some aspect of the chapter's contents in a real-world company. 

Active Reviews 
Each chapter includes an Active Review at the end. These reviews help students ensure that they 
have learned the most essential material . They also serve as a list of potential exam questions 
and thus help students prepare for exams. 

Application Exercises 
For courses that involve a Microsoft Office component, we have developed a set of Excel and 
Access exercises for all chapters. These exercises, which assume the student has beginner's level 
expertise with these products, appear beginning on page 448. They are listed approximately in 
increasing order of difficulty. 

What We Left Out 
We chose to keep this book to the traditional 12-chapter length because we find that this number 
of chapters fits best into the number of class lessons of most courses. Because we are adding 
substantial process-oriented material, however, that meant we needed to remove some content 
from the typical Introduction to MIS text. 

In this text, we have reduced and simplified the discussions of hardware, software, and data 
communications. Furthennore, we simplified and shortened the discussion of information sys­
tems development. Finally, you will find no mention of JS departmental management in this text. 
It is not that we believe the shortened and omitted content is unimportant; rather, we think the 
opportunity cost is the least for these topics. 

This text includes some material that has been previously published in David Kroenke's text 
Using MIS. The two texts differ in that Using MIS makes information systems primary, whereas 
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this text makes business processes primary. Both texts will continue to be published. Because of 
this difference, however, every sentence that was brought over was examined from the perspec­
tive of business processes and much of that content was changed in both minor and major ways. 
The discussion of collaboration, for example, is reframed into the context of dynamic business 
processes. That said, the majority of the material in this text is new. 

Chapter Outline 
This text is organized into four parts: Introduction, Technology, Structured Processes, and 
Dynamic Processes. 

Introduction 
Chapter I sets the stage by illustrating the need for this course and especially for the behaviors 
and skills that students gain in the course. It defines MIS and summarizes the means by which 
organizations obtain goals and objectives. Porter's industry, five forces, and value chain models 
are presented. 

Chapter 2 defines and illustrates processes, information systems, and information. It uses a 
common fast food restaurant to illustrate the relationship of processes and information systems. 
It also defines information using the Gregory Bateson definition that infonnarion is a difference 
that makes a difference. 

Technology 
Chapters 3, 4 and 5 address technology. Chapter 3 provides a quick summary of networks and 
the cloud. Chapter 4 discusses database processing. Security is the topic of Chapter 5. These 
chapters serve as a technology platform for the discussions in the remaining chapters. 

Structured Processes 
Chapters 6 through 9 discuss stn1ctured processes and related information systems and informa­
tion. Chapter 6 provides an overview of the scope and objectives of business processes. It also 
discusses process adaptation and improvement and the use of process objectives and measures in 
making process changes. Chapter 7 is a survey of ERP information systems, their benefits, and 
their challenges. 

Chapters 8 and 9 are "applied" chapters. They show how SAP is used in t,vo represen­
tative processes: procurement and sales. Two processes were chosen so that students could 
begin to see what is common to all processes and what might differ between processes. These 
t,vo processes, buying and selling, are fundamental to business and are widely used. Each 
chapter includes a student lab exercise appendix that uses the Global Bikes case from the SAP 
Alliance's curriculum. 

Dynamic Processes 
Chapters JO through 12 address what we term dynamic processes. Such processes are neither as 
stn1cn1red nor as rigid as the more structured operational processes. We dislike the term unstruc­
t11 red processes because we believe that such processes do have structure, at least at a meta-level. 
Each of the three chapters follows a similar flow: The IS that supports each process is discussed 
first, followed by the activities in the process, and concluding with the business processes 
supported by the dynamic process. 

Chapter IO discusses collaboration processes for both project management and workflow 
applications. Chapter 11 addresses the use of social media in organizations. We discuss Lin's 
theory of social capital, apply that theory to organizational use of social media systems, and sur­
vey the processes supported by social media systems. Chapter 12 considers business processes 
supported by business intelligence (Bl) systems and discusses BI systems, data warehouses, data 
mining, and Big Data. 



Extensions 
We added 5 new Extensions to this edition of the textbook. These extensions discuss, in order, 
JS Careers, Soft,vare and Hardware, Process Management and JS Design, Robots and AI, and 
Location Based Data JS. 

Appendix 
With this edition we added a third structured process SAP tutorial. This tutorial takes a student 
through the SAP inputs required to accomplish the Production process. 

Supplements 
The following supplements are avai lable at the Online Instructor Resource Center, accessible 
through www.pearsonhighered.com/kroenke. 

Instructor's Manual 
The Instructor's Manual, prepared by Hasan Bassam of the University of Toledo, includes a 
chapter outline, list of key terms, suggested answers to the MIS InClass questions, and answers 
to all end-of-chapter questions. 

Test Item File 
This Test Item Fi le, prepared by Noreen Power of Bentley University, contains more than 
1,500 questions, including multiple-choice, true/false, and essay questions. Each question is 
followed by the correct answer, the learning objective it ties to, page reference, AACSB category, 
and difficulty rating. 

PowerPoint Presentations 
The PowerPoints, prepared by Nancy Lamm of N. Lamm Consulting Associates, Ltd., highlight 
text learning objectives and key topics and serve as an excellent aid for classroom presentations 
and lectures. 

Image Library 
This collection of the figures and tables from the text offers another aid for classroom presenta­
tions and PowerPoint slides. 

TestGen 
Pearson Education's test-generating software is available from www.pearsonhighered.con1/ 
ire. The soft,vare is PC/MAC compatible and preloaded with all of the Test Item File ques­
tions. You can manually or randomly view test questions and drag and drop to create a test. 
You can add or modify test bank questions as needed. Our TestGens are converted for use 
in BlackBoard, WebCT, Moodie, D2L, and Angel. These conversions can be found on the 
Instructor's Resource Center. The TestGen is also available in Respondus and can be found on 
www.respondus.co111. 

CourseSmart 
CourseSmart eTextbooks were developed for students looking to save on required or recom­
mended textbooks. Students simply select their eText by title or author and purchase immedi­
ate access to the content for the duration of the course using any major credit card. With a 
CourseSmart eText, students can search for specific key,vords or page numbers, take notes 
onl ine, print out reading assignments that incorporate lecture notes, and bookmark important 
passages for later review. For more information or to purchase a CourseSmart eTextbook, visit 
www.courses,narr.com. 
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