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e Students will be able to:

* Describe and analyze IT in the context of
society and organizations

Learning * Propose, select, choose and build solutions of
Goals IT infrastructure and IT applications

* Reflect and evaluate IT management and
development
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ERP Evolution

e Inventory Control Packages

e Material Resource Planning (MRP)

e Manufacturing Resource Planning (MRP Il)

1980s

~

e Enterprise Resource Planning (ERP)

J

~

e ERP Il (Internet-enabled), Cloud ERP

J

e ERP processes data in real-time, machine learning, loT

J




WE INADVERTENTLY
BOUGHT AN ENTIRE
ERP SYSTEM WITHOUT
ANY SOFTWARE. NOLJ
WERE OUT OF MONEY.

WHY DO I SUDDENLY
FEEL AS IF MY BOAT
1S SINKING AND SOME-—
ONE NAILED AN ANCHOR
TO MY HEAD?

IF ONLY SOMEONE
ON MY STAFF COULD
WRITE THE SOFTUWARE
IN HIS SPARE TIME. ..

-]
s
- &nl..':n

1008 22008501 Adams, Inc./Dist by UFS, Inc

wiww. dilbert.com  scottadarms @ asl com

» Enterprise Resource Planning
* Set of very integrated programs

 Information is introduced just once
in the system

Concept - Allows integration of information and
processes supported in information

» Is supported in DBMS
 Customizable




1 SAVED A FORTUNE
BY PERSONALLY
NEGOTIATING THE
CONTRACT FOR OUR
NELW ERP SYSTEM.

Advantages
of ERP

v

YOU BOUGHT OUTDATED
HARDUWARE AND FORGOT
SEVERAL COMPONENTS
THAT ARE REQUIRED.

(
s

Support business growth

Change Legacy systems

Improve business processes
Reduce maintainance

Reduce administrative Costs
Prevent input of redundact data
Decrease stoks maintance costs
Decrease data entrance errors
Multi currency systems are possible
Decrease system operation costs
Prevent delays and error in client orders
Integrate applications

Standardize processes

AND I LIKE SOFTWARE
WITH MY HARDWARE,
BUT THATS JUST ML

aC ot rms I agl, com

ww.dilbert.com
4908 ©2008Scon Adams, Inc./Dist by UFS, Inc




Figure 1: Magic Quadrant for Cloud ERP for Service-Centric Enterprises
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ERP: larger International
Players
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ERP: Portuguese Players

BUSINESS
AT SPEED

(-h Primavera

ARTSOFT

BUSINESS SOFTWARE Qu- I l
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ERP Open Source

Odoo mempiere

D I o | ERP/CRM

cRPNext
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Invoice software

certification (Portugal)

o Law:

— Portaria n.2 363/2010, de 23 de Junho
— Portaria n.2 22-A/2012, de 24 de janeiro
— Portaria n.2 340/2013, de 22 de novembro

— Especificacdo dos requisitos técnicos — Despacho n.2 8632/2014 de 03 de
julho, do Diretor-Geral da AT

http://info.portaldasfinancas.gov.pt/pt/apoio contribuinte/CertificacaoSoft
ware.htm

o List of certified software

- https://www.portaldasfinancas.gov.pt/pt/TC/Out/consultaProgCertificadosM24.action?&pagina
=22

Carlos J. Costa



http://info.portaldasfinancas.gov.pt/pt/apoio_contribuinte/CertificacaoSoftware.htm
http://info.portaldasfinancas.gov.pt/pt/apoio_contribuinte/CertificacaoSoftware.htm

-

Just remember, the
dessert is mine ./

Invoice

Invoice
Legal definition(cddigo art. 362 CIVA)

— http://info.portaldasfinancas.gov.pt
/pt/informacao_fiscal/codigos_tribu
tarios/civa_rep/iva36.htm

Issueing of copy of invoice till 5 days after
transaction

Data and numbers sequencial order

Name of company, Address and Tax
Number

Quantities and Item names
Price without taxes and tax rate applied
Date where itens were supplied to client



Enterprise
systems

e Cash on hand
e Accounts receivable

e Customer credit
* Revenue

Human
Resources

Centralized
Database

e Orders

e Sales forecasts
® Return requests
* Price changes

e Hours worked
e | abor cost
¢ Job skills

¢ Materials

* Production schedules
¢ Shipment dates

¢ Production capacity
e Purchases




Supply chain management systems
* Supply chain planning systems
* Model existing supply chain
* Enable demand planning
* Optimize sourcing, manufacturing plans

* Establish inventory levels
* |dentify transportation modes

* Supply chain execution systems

* Manage flow of products through distribution centers
and warehouses




How do supply chain management systems coordinate
planning, production, and logistics with suppliers?

Push-Based Model

Supplier Manufacturer Distributor Retailer ){ Customer
Supply to Production based Inventory based Stock based Purchase what
forecast on forecasts on forecasts on forecasts is on shelves
Pull-Based Model
Supplier Manufacturer Distributor Retailer |( Customer I
Supply to Produce to Automatically Automatically Customer
order order replenish replenish stock orders

warehouse

« Match supply to demand

* Reduce inventory levels

» Improve delivery service

» Speed product time to market
» Use assets more effectively

i
Suppliers
»
\
\
\

Private
Industrial
Networks

W
%
’

m

Logistics
Providers H‘ ){ Customers I

Logistics
Exchanges

Challenges

» Total supply chain costs can be 75 percent of operating budget

* Increase sales




Customer Relationship Management (CRM)

Sales
¢ Telephone sales
e Web sales

¢ Retail store sales
¢ Field sales

Service
¢ Call center data

.~ Customer

Marketing ;
« Campaign data . \éVetb self-service
¢ Content as

* Wireless data

¢ Field service
data

¢ Social

networking

data

¢ Data analysis




Operational Analytical

* Operational CRM

* Marketing automation

* Sales automation

Types * Customer service
* Analytical CRM
Of C R M °n?|aﬁll,2ialysis, and reporting

e Collaborative CRM

* Contact management
* Channel management

Collaborative



OUR GOAL IS TO
SHIP A MILLION
UNITS THIS
CUARTER.

ibert com DidertCantoorisi@onad com

I™ TALKING ABOUT
OUR GOALS, NOT

CO WE HAVE ANY
GOALS THAT INVOLVE

' ——

MAKING CUSTOMERS - THEIR GOALS,
HAPPY?

| TOTALLY
\ DIFFERENT.

« 0204 Scon Asama, e

CRM
Delivery
Processes

(1)

Campaign Management
* To generate leads or potential clients

Sales Management
* To convert lead into potential clients

Service Management
* Provide ongoing support for the client and assist in the operation of
product or services
Complaint Management
* To improve customer satisfaction



IN THE DAYS
BEFORE OUR NEW SYSTEM
| HAD TO MAINTAIN ALL MY ... | HAVE TO TYPE
CONTACTS, MAILINGS, SALES/ EVERY WEEK ALL MY

ETC. IN A BUNCH OF EXCEL. | RECORDS FROM MY
SHEETS. SHEETS IN THE NEW

BUT SINCE WE HAVE TO USE SYSTEM JUST 7O
THE NEW CRM SYSTEM... PRETEND | USE IT.

-

* Market Research

HI,
I'M FROM THE IT
DEPARTMENT AND
WANNA ASK YOU HOW
MUCH OUR NEW CRM

4
\
g )

A /
Focuses on systematic design, collection, analysis and reporting of data relative to sales

C R M . activity

* Loyalty Management

ok

D e l.lve ry * Provides the processes to optimize the duration and intensity of relationships with
customers

Processes * Customer Profiling

(2) * Marketing profile of every customer

* Feedback Management

* Gather, analyze and share customer information

v



Analytical CRM

Channels

¢ Call center

e Website

* Wireless

¢ Field sales

¢ Direct mail

¢ Email

¢ Retail store
* Partner

¢ Social media

Other sources

* | egacy systems

* Demographic data

¢ Third-party data

e Marketing campaign
data

Customer data
warehouse
or
analytic platform

Customer data

e OLAP

e Data mining
e Other data
analysis tools

e Profitable customers
* Market segments

/e Customer profiles

e Churn rates




CRM Software

@ Salesforce
Microsoft Pegasystems
SenviceNow _ @
Zendesk
® @ Orcle
SAP o
Verint ° .Freshwu‘ks
Appian @
A
Creatio
Zoho "
. SugarCRM .. eGan
L

o Cherwell  CRMNEXT

= @ [
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[¥¥]

>

[¥9)

o

=

-

(=

-

@

<

COMPLETENESS OF VISION > As of May 2021 © Gartner, Inc
Gartner

Source: Gartner (June 2021)




E-commerce

v



L

Alibabsz

AI Mageri/4y

3

PrestaShop

shopif

commerce

Features of e-
commerce

Internet and digital markets
have changed the way

companies conduct business

Information asymmetry
reduced

Search and transaction costs

reduced

Dynamic pricing enabled
Switching costs

Delayed gratification

Disintermediation



Trends

* Augmented Reality Shopping Experiences
* Blockchain For Supply Chain Transparency
* Customized Loyalty Programs

* Eco-Friendly E-Commerce

* Stronger Security And Privacy Measures

* More Personalized Subscription Models




M-commerce

 M-commerce in 2017 is 35 percent of all e-commerce
« Fastest growing form of e-commerce

« Growing at 20 percent or more per year
« Main areas of growth

« Mass market retailing (Amazon, eBay, etc.)

« Sales of digital content (music, T V, etc.)

* In-app sales to mobile devices

eb N amazon




How has e-commerce transformed marketing?

* Internet provides new ways to identify and communicate
with customers
« Long tail marketing
* Internet advertising formats
« Behavioral targeting
* Tracking online behavior of individuals
« Social commerce




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

aaaaaaaaaaa

oooooooooooooooooo

« U.S. B2B e-commerce in 2019 is $6.7 trillion

* Internet and networking helps automate procurement

* Variety of Internet-enabled technologies used in B2B .

o

 Electronic data interchange (EDI)
* Private industrial networks (private exchanges)

* Net marketplaces k

M: ce
° EXCI anges O e
* Sourcing
* Automated
purchasing
]
ind fulfillment

v



What issues must be addressed when
building an e-commerce presence?

Type of Presence Platform Activity
Traditional l Search
7 7 Display Apps
Websites |—> Mobile l Affiliates
Tablet I Sponsorships
Internal lists Newsletters
Email —>» : Updates
Purchased lists Sales

Education

| Offline media l—) __I Exposure
‘ TV &radio I

Branding




Managing Knowledge and
Artificial Intelligence
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Knowledge Management Systems

« Knowledge management systems among fastest growing areas of
software investment
* Information economy
« 37 percent U.S. labor force: knowledge and information workers
« 55 percent U.S. GDPfrom knowledge and information sectors
« Substantial part of a firm’s stock market value is related to intangible
assets: knowledge, brands, reputations, and unique business
processes
« Well-executed knowledge-based projects can produce extraordinary
ROI




Types of Knowledge Management Systems

Knowledge Work Systems

General-purpose, integrated, Specialized workstations and Tools for discovering patterns
firmwide efforts to collect, store, systems that enable scientists, and applying knowledge to
disseminate, and use digital engineers, and other knowledge discrete decisions and knowledge
content and knowledge workers to create and discover domains

new knowledge

Enterprise content management systems Data mining

Collaboration and social tools Computer-aided design (CAD) Neural networks

Learning management systems Virtual reality Expert systems

Machine learning

Natural language processing
Computer vision systems
Robotics

Genetic algorithms
Intelligent agents

v



« WHAT 1S

AL?

* refers to the development of
Artificial computer-based solutions that
intelligence are able to perform tasks which
g mimic human intelligence.

v

-
w
-




1956 Dartmouth Conference:

Expert
Systems

Symbolic

Knowledge
Engineering

Euristic
Search

1950 1960 1970 1980 1990 2000 2010 2020

v



ANALYTICS ADVANCED ANAL YTICS MACHINE LEARNING

“S™M. MAR 2013

e |tis as a subset of artificial

Machine Intelligence that enable systems
. to learn patterns from data and
Learnmg subsequently improve from

experience.
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M a C h I n e “Be sure—z‘a furn in yO'ur Tu‘lring tests
Le arn i N before the end of class.”
. g Super'.r.ised e Regression éuntinuﬂus target
JA\| gO rithms R

Leaw Dapres Sep, | Laplacian reguls-ization
-

Classification | Categorical target

Semi-supervised

. IEarning Cap-kmears, Loog-kmeans, Sesced-kmeans
Machine : .

learning Clustering
—— K-rigarag, OBSCAM, Sagsian kitura Model

Unsupervised Apricri, Eclaz, FP-Gromt.. Association Rule
learning Mining Target not
PCA, LA, Featurs Sulection i i i available
Dimensionality
reduction

Reinforcement
learning

SAREA. Morie-Carls, O-lzarning

Control




aditional machine learn

)

gineering

—)

Features

Deep learning
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Deep learning

* is asubfield of machine learning

* focuses on the development and
application of artificial neural networks,
particularly deep neural networks.

 composed of layers of interconnected
nodes (artificial neurons) that can learn
and make decisions.

 Theterm "deep" refers to the use of
multiple layers in the neural network.

Feature learning + classification _



Generative Al

Class of Al algorithms and models that are designed to generate
new, original content.

Gen Al learn the underlying patterns and structures in the data
and can generate novel outputs.

Instead of being trained on specific examples and then making
predictions or classifications

These models are particularly good at creating content that
resembles or is similar to the data they were trained on.




When |
realise ChatGPT
can do my job

When |
realise ChatGPT
can do my job

Generative * Impacts of Generative Al

AI * Do your job? Replacing you?



Enhancing
Decision Making
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Types of Decisions

Decision Characteristics Examples of Decisions

Decide entrance or exit
from markets

Approve capital budget

Decide long-term goals

Senior

Unstructured
Management

Design a marketing plan

Develop a departmental
budget

Design a new corporate
Web site

Semistructured Middle Management

Determine overtime
eligibility

Restock inventory

Offer credit to customers

Determine special offers

to customers

Operational Management

Structured Individual Employees and Teams




The Denieinn-Mnllind Drnnngs

Problem discovery:
What is the problem?

Solution discovery:
What are the possible solutions?

Choosing solutions:
What is the best solution?

Solution testing:
Is the solution working?
Can we make it work better?




DOGBERT CONSULTS

YOU NEED A DASH -
BOARD APPLICATION
TO TRACK YOUR
KEY METRICS.

o\

information
systems &
decision
making

v

THAT WAY YOU'LL HAVE

MORE DATA TO IGNORE WILL THE  OKAY.

WHEN YOU MAKE YOUR DATA BE o ETS
DECISIONS BASED ON ACCURATE? PRETEND
COMPANY POLTTICS. R

|

\

Three main reasons why investments in T do not always produce
positive results

|

$ 497 2007 Scont Adame, Inc. /Dist. by UFS, iInc

www.dlibert.com scottadams®acl com

* Information quality
* High-quality decisions require high-quality information
* Managementfilters

* Managers have selective attention and have variety of biases
that reject information that does not conform to prior
conceptions

* Organizational inertia and politics

* Strong forces within organizations resist making decisions
calling for major change




Enhancing Decision Making

Power Users:

Producers Capabilities
(20% of employees)

T devsiopers Production Reports \

Parameterized Reports

Super users

Dashboards/Scorecards I

Business analysts |
- Ad hoc queries; Drill down

Analytical modelers Forecasts: WHatt

Analysis; statistical models

v

Casual Users:
Consumers
(80% of employees)

Customers/suppliers
Operational employees

Senior managers

Managers/Staff

Business analysis




Sales Report Option 1 - Power Bl Desktop

b B MAd BE8 a4

lecent Transform Refresh New Text More New  Quick Publish
urces v datav visual box visualsv measure measure
Queries Insert Calculations Share
$5.3M $2.6M $2.3M $3.3M $21.8M
Units by Country and Sales Size

Units Sold by Year, Quarter and Manufacturer Sales Amount by Year, Month and Brand Name

$600K
]

* Create Dashboards

Power Bl

* Developed by Microsoft

Nitin Khanna (MSIT) 2

< Visualizaf
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=
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Values

Add data fie
Drill thro
Cross-report

off O—

Keep all filter



TeAm. THS 19 PAVE OUR Pe CRART SPECIALIST
LENNY IN BAR GRAPHICS, AND SPENCE, OUR
S(ATTERALOT DESIGNER.

Business

e ETL - Extract Transform and Load R . N

e Schema B B
!' ) I' h\"l
* Types . .

xtract Transform

a source 1

- Transformation
engine

a source 2




Next Session

e IT In Business and Soclety

e |T Infrastructure

o Key Systems Applications

e Build and Manage Systems

v
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