fE 1'3 D 2y o l.&

BE{&1% (E. F. Peter Newson)
% &i1A (Michael Parent)

Management
Informatlon Systems

/ Y

*Jl m T A Hj Hﬁ :f.i Richard Ivey School of Business

China Machine Press The University of Western Ontario




>
N 6 417212

= pr il A MBA 23X A9 & & K P

ERERRERD

(3 THR)

—

Management Information

Systems Cases

A

21

BL AR Tk i R AT



One time permission to reproduce Ivey cases granted by Ivey Management

Services on March 24, 1998.

A H ¥ I B Ivey Management Services B AW Tk i FR 3+t 76 = B KRG 88 9 M K
IREFT, REHEEFY, FHEUETHFRDZE. EHETREGTHEGAT L.
MALEE, #RLR.

BHEMSBE (CIP) #iE

EEEERGERM. KX/ () BUEE (Newson, E. F. P.) %4 . - 30 #l
MLk R4, 1998.7

(EFR i F MBA MM EERMH)

ISBN 7-111-06623-5

I . %'“ H . ;‘" m . %ﬂ{%:@»’%%'%ﬁj'%i N«C931.6

b R A B B4R CIP BB HF (98) 17573 5

B OA: BAEERHEFEAR 22§ BB 100037)
FitwmE. WEH

wHiE AW K

eSS LR ER - FEREIRET RS
1998 £ 7 BE 1 IR 1 IKEPR

787mm x 1092mm /16 EU5K

BT ¥(: 0 001—2 000

E #r: 38.00 T

AWaAS, mART. R, B, bR THiER



Richard Ivey School of Business IVE
The University of Western Ontario
ﬁ e
[ =]

KRR EHEISH B ENESRBHEEFEERENE S, 545, ZBARMEEH LR
BlE—NrdE. RIEEHERERMEKRTELAKBKFEUWO)BBII— Ll %Bz. 1Ehmgk
LR BEANKRFEZ—, BRABAFEAHEITNREMT LS, BEEMNE k&G
B R RBERE BN . XEE T HA330 000NN, EFL2ELESREZR. HRABRKESR
26 000 £ %4, 4 000RAHIRA L., BAHEEEBRMNFRETKBEICHT, RFELZE
ZHBAERRIRA DR, LI EFRBLES THR.

e, REETRER-AREEYRNGSE, BB IRIE, fRrBihEgE
FECHE A & R

cV922FQNL T MERBE - EHARAENREER.

o 132EFFEEINRAE CBIFR¥ETD . ZRERTESNMER, RiTRLIK510 000/,
RZZERRIMEAR ZENEE.

o 19484F, TEMBERERIZEATHOEEA ARV R (B BERAE IR0 A A FiZ LRy
RS ROIEH, 1EABMREN—E).

o 19484EGISL T &K E — 4 L& Rl LifeE.

* 19614 8 T & KME - lHELIRE.

« 19744, WBHBAFERBEAMERE 1 (BAECKBRSA) ErmLBIRF.O
(CIBS, B3 ECIBERSHIFT &), BRFBIMREBIHZ O F SR BE M B X 42 .

« 19754%, BABEHEAAREHL T B S MR . ZE8TBATHA2 0004 ng KAT£EH,
H B Ve P RPN E R BRI ST, 19984, BEREERNEH s HE20£4
EKMI00L 002 Kk, BBEEHERELFERERAMATNE K
HITEE, BFMRIMNES > BIRGIZM BiT10075 i .

* 19784 JFRR L HaSE — T Br A A e it R, B Az it RICWE 2048,

o 1984 E R ERRABEEMERBEHHFN LT, ERATHAREXFRYMAEF X
OB RIE T L SEH.

© 19924F, BB AHE RN ESUNERSTY, B (ERHEFREE) 71993
4 B 19974 [ ) Gl B 5B

« 19934, (MMEARFHY HERBEHEKBALARNERERATE. ADREEEARFK
BB A AR R IRFEAR HO 2 HIFHRER, BBREETEERIAMER
BAETHETEMEOEESR, FAX-SRERXRFNIFLL—-BEE. 19944 (EM
by G BB R E B S T N2 A RI25 B 57 B B # BT 51 .

« 19974F, (EPFREBYIGE) BB EEHRERIT ARRRESEY SR T ETRE, Hai%
FABEKF SRR FIIEHERFR . AT HREERERI A2 R B EERES
Biz—, FIEKONEHE#B: (INSEAD) KfE#mg4be (LBS) #5, il (EEFRSHAR
S BB AR A2 R T BCE A PSRRI RS R ISP L #Be 2 —.



v

F19984:, BEBHARAGS AL, 1145 7526004 % B IRRFER
FREEARRERN TRTEBLA . 30045, 044, DAREEE IR
B. BHEETEYRNEHBRRESS AL RMEHXLSRTRBORRIEE,
BF & T2t R+ B7 B R Be AT 5l

EEG L, BHEFEYRE5IENEMAEKIEZA, FALEEXR5HTHN (4
SIRHE) R ETHE S EN A X E 2h, X0 E EE D ST
P FBR -

hESH

19844 R B ¥ Be firh Bl A0 15 e K 5540 A 1T B IR B — 4. ARG AT E
AR EER I TR SESM LA LERE, SR —BTIE BEtE+IE
R HECEIS S, W RSB HEEFRERTHLEMAM. ZHENE —BHR
BRI B bt — % T ek Bk B e i s K.

ETEME—IEEd, |ETISERX. ROMKEEE; HoARGEHSLREES
T AR SR, 24 E SR MRS TE—4; BHTSATHEE
2t FiA RGBS ARBEMTRERAM L. X—HAEdmgk -+ HE
BEAAHEHRNRGES. ZHANS M —SV KRR, F19944, BTRENED,
BRI 5 Ak LA R SR Y. KEBET AS¥HMAREAENARAESRE.
RSB REESE SRR P ETEYETRD H SR EE. HEARRERI
T % FEBAT19924E:8 A $8 A0t ROISE B B SR A Ak . HEARBELELAR BB 91 B FIRE.
% — B AL I B B BB Kk o B A G 13 TIRIR, HAAEM BB ER S
x. '

— A RHEN A ERRT B B2, 1992464, LEERHLEFPHE—-ED
ERE AR R . XA BER B S EERME EK R AN, Ehh
EHAE AR TS T 2 EOE R LR, 19926~19934, SRIVERER T K%
R A R 2o, A 67 [ bR M SR 5 10 b SCREE A 3% AR AL 72 v B A

WIS, HETAROBETHEEREENE X HENEASE, SMBRBEED.
BERLAPETHHRE, RIEEBREREFETHLSRRE, #TTHELHES.
B A 3¢ S A A B, HH 3 A B 2 B e O ST e L H A LR AR

Q.G

&R AL
mEXBHAELZFRRK
—HANF A




Richard lvey School of Business IVE
The University of Western Ontario ’
Preface from The Dean of the Richard Ivey School of Business

It gives me great pleasure to have this opportunity to introduce you to the Ivey Business School
by briefly explaining a little about its history, traditions, faculty and recent achievements. The
Richard Ivey School of Business is a professional School within The University of Western
Ontario (UWO). One of Canada’s oldest universities, UWO is now an academic community of 17
faculties and professional schools. It is home to more than 26,000 students and over 4,000
faculty and staff. Located in the southern-most part of Canada, London, Ontario is a city of
330,000, halfway between Toronto and Detroit. Although Ivey is based in London, Ontario, it
also has campuses in Mississauga (Toronto) and most recently, in Hong Kong.

Historically the School has been a leader in management development. A partial list of
achievements follows. They illustrate the proactive nature of change at Ivey.

< In 1922, the first undergraduate business department in Canada was established.

< In 1932, the school began to publish its own journal. Known as Ivey Business Quarterly,
it reaches out to both academic and management audiences and enjoys a circulation of
10,000 in 25 countries.

< In 1948, Canada’s first executive development program was established. (From the
beginning, faculty members were required, as part of their responsibilities, to produce case
material for the new programs being designed.)

< In 1948, the first MBA program in Canada was established.
< In 1961, Canada’s first Ph.D. program in business was introduced.

< In 1974, official designation was received by the Federal Government as Canada’s first, of
what are now eight, Centre(s) for International Business Studies (CIBS). (The CIBS were
the forerunner to the CIBERs in the United States). Financial support for this Centre
continues to be provided by the Federal Department of Foreign Affairs.

< In 1975, Ivey opened its own case and publications office. This office now holds an
inventory of 2,000 Canadian cases and is the Canadian clearing house for Harvard cases.
In 1998, Ivey cases were being distributed to over 100 teaching institutions and 100
corporations in over 20 countries. Ivey is the second largest producer of management
case studies in the world, with over 1,000,000 copies studied each year by people outside
the university.

< In 1978, commencement of its first international student exchange program took place.
Over twenty such exchange programs are now in place.
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< In 1984, the School took a leading role in establishing the National Centre for
Management Research and Development in London with support from the Canadian
Federal Government.

< In 1992, Ivey was selected to be the editorial home for the 1993-97 period for the Journal
of International Business Studies, the leading International Business journal.

< In 1993, Canadian Business magazine’s survey rated Ivey as the top MBA School in
Canada, according to all groups: CEOs, human resources executives, and placement
consultants. This ranking has been re-confirmed every year. In 1994, Asia, Inc. rated
Ivey among the World’s Top 25 Business Schools for Asians.

< In 1997, the Journal of International Management named Ivey the world’s leading
contributor to the international strategic management literature, ahead of Harvard &
Kellogg. Business Week magazine ranked Ivey as one of the top international business
schools in the world, alongside INSEAD and LBS; and US News and World Report
selected Ivey as one of the top 15 business school in the world for executive development

programs.

As of 1998, the School had 65 full-time faculty who annually taught 600 regular and executive
MBA, 300 undergraduate, and 40 Ph.D. students, plus executives in a wide range of non-degree
programs. Its broad objective is to be widely recognized as one of the top 10 business schools in
the world on the basis of its outstanding teaching programs, with a creditable research record in

selected areas.

Internationally, the School has been involved with major offshore projects for 30 years, and is
currently involved in Asia (especially China) plus several republics in the former Soviet Union.
These projects have typically involved the establishment of local management training capability.

China Activities

1984 marked the beginning of a continuing linkage with Tsinghua University in Beijing. The
School made a commitment to prepare Chinese MBA and Ph.D. students for studies at lIvey,
work with visiting scholars, provide some short-term instruction in China, and to assist Tsinghua
University’s School of Economics and Management in the development of its management
faculty. Another goal of the project was to help Ivey become more familiar with China and the

conduct of business in that country.

During Phase 1 of the project: 35 articles, cases, and notes were written; nine Ivey faculty
participated in short lecture visits to China; 12 visiting scholars spent one year each at Ivey; there
were eight graduates of the MBA program; all visiting Chinese attended the Case Writing
Workshop. This project was funded by the Canada-China Management Education Program.

An expanded Phase II of this program took place until 1994. A five-year endeavour, the project
was a joint venture with the University of Waterloo, and in China, with Tsinghua, Dalian
University of Technology, and Southeast University. Ivey’s commitment was to continue to assist
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in the development of Chinese institutional capacity for management education. A major element
was the design, development and delivery in August 1992 of a program on teaching Joint
Ventures, Technology Transfer, and International Trade via The Case Method. This train-the-
trainers program was offered to academics from across China, through interpreters. All of the
teaching material was translated into Chinese.

A large scale joint publishing effort was undertaken. In April 1992, the first volume of five
international business casebooks was published in Chinese by Tsinghua University Press. This
series was a joint undertaking of Ivey and Tsinghua. This series constituted a comprehensive
collection of international business cases for Chinese managers and students. In 1992-93, six
international texts were published in Chinese by presses arranged through our partner schools at
Dalian and Southeast.

Since then a great deal of Ivey-initiated China-related case writing has occurred: various books
have been either reprinted, translated or specifically written for the China market; we have offered
introductory-business courses at Tsinghua; faculty visits have occurred, and so forth. All of this
has occurred in the spirit of demonstrating Ivey’s genuine commitment to China.

2. G

Lawrence G. Tapp
Dean
Richard Ivey School of Business
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Richard lvey School of Business IVE} r
The University of Western Ontario
Note from the Series Editor

The State Education Commission committee which looked at the content of MBA programs in
China has suggested that 25% of each course utilize the case method. Such a requirement is
intended in part to ensure that future (and existing) managers in China are (A) exposed to a wide
range of new and varied learning situations; and (B) gain practical experience in decision-making,
so as to balance the underlying theory.

This case series is intended to partially fill China’s immediate need for highest quality teaching
cases. Here a case study refers to a comprehensive, field-based, decision-requiring picture of an
administrative situation. It does not include descriptive case histories (which require students to
make no decision), mini-cases or vignettes (which are anecdotal, and not suitable as a stand-alone
basis for an 80-90 minute class); or library-based (such secondary sources produce far fewer
insights than actually interviewing managers for the cases).

This initial series of casebooks was compiled to directly correspond to each of the required
courses in China’s MBA programs. Subsequent case collections will be compiled for popular
elective courses.

The primary source of cases for these case collections is the Ivey Business School, University of
Western Ontario, Canada. Ivey is the second largest producer of teaching cases in the world, and
the largest producer of current, Asian cases. Ivey waived all of its normal permission fees in order
to see these books produced. Certain other institutions were unwilling to do so. Ivey is

committed to China.

The production of this Series would not have been possible without:

< the initiative of Lee Sun, President of Multi-Lingua;

< the encouragement and assistance of Tsinghua Dean Zhao Chunjun and Assistant Dean Chen
Xiaoyue;

4 corporate sponsors (In some instances, Ivey was able to obtain corporate sponsorship to assist
with the heavy costs associated with the completion of this series. Where appropriate, the
sponsor of any book is acknowledged in that particular volume.),

< my faculty colleagues at Ivey who selected the cases and wrote the introductions to the
individual volumes;

< our editorial coordinator, Mrs. Mary Roberts.

AN,

Paul W. Beamish
London, Ontario
June 1998
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E.F. Peter Newson

E.F. Peter Newson

Richard Ivey School of Business
The University of Western Ontario
London, Ontario Canada

N6A 3K7

Tel: (519) 661-3228

Fax: (519) 661-3485

email: pnewson@ivey.uwo.ca

Peter Newson is an Associate Professor of Management Science and
Information Systems-and past director of Ivey Business School's MBA
Program. Prior to joining the school more than 25 years ago, Newson
taught at the Massachusetts Institute of Technology. He received a BSc (
Engineering) from the College Militaire Royal de St. Jean and Royal
Military College of Canada, a BSc (Mech. Engineering) from the University
of Alberta, an MBA from The University of Western Ontario, and a PhD
from the Sloan School of Management, MIT.

Newson is Past President of the International Academy for information
Management (JAIM) and is currently a National Director-at-Large for the
Canadian Information Processing Society (CIPS). He has
authored/co-authored several books, papers for academic journals,
articles for business publications, and business cases. He has twice been
the guest editor of Canadian Information Processing, the official publication
of the CIPS. He is co-editor of the IAIM Journal of Education for MIS.

Executive teacher and consultant in North America, Europe, the Middle
East and Asia, Newson has been the director/co-director of national
seminars for CIPS and the Canadian Organization for the Application of
Computers in Health (COACH).

Current research interests include the transformation of industries enabled
by information technologies — in particular, health information systems,
community health information networks and interorganizational systems.

Communtty activities inciude president/chair of several organizations such
as the London Psychiatric Hospital Board of Directors, the United Way
Campaign, the Home and School Association, and Bruce Beach

Association.
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Michael Parent

Michael Parent is an assistant professor of Management Information Systems at the
Richard Ivey School of Business. Prior to joining Ivey, Dr. Parent taught at Queen's
University and the Royal Military Coliege of Canada. He eared his BComm (Honors)
from Carleton University, an MBA and PhD from Queen's University. Prior to joining
academe, he spent more than 12 years in industry, working in marketing and product
development for private and public sector organizations in Canada and abroad.

Parent's research interests include group support systems, groupware, knowledge
management, marketing  strategy, interorganizational alliances and
telecommunications. Along with his work at Ivey Business School, he is currently
researching MIS literature for Canada Post Corporation and its potential for reshaping
the organization. His articles have been published in leading journals, reviewed in the
Harvard Business Review, and also published in the proceedings of the Administrative
Sciences Association of Canada, the Public Policy and Marketing Association, and the
International Conference on Information Systems. He has articies under review with the
Journal of Information Systems Management, Adult Education Quarterly and the
Journal of Advertising Research. An active case writer, Parent has completed over 15
teaching cases in Management Information Systems and Marketing for Ivey Publishing.

Dr. Parent is active in Executive Education initiatives at Ivey. He is Program Director
for the “Information Technology for Non-IT Executives” program, and has regularly

taught the MIS component in several other programs.
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A Note from the Editor

The study of Management Information Systems (MIS) can be broadly divided into two
major areas: Foundations and Topics. The Foundations subject area considers the
challenges associated with management of information resources in an organization, and
aims to impart advice, rules, and frameworks that may aid managers in all functional areas
deal successfully with these challenges. The Topics subject area, on the other hand,
considers the rapid rate at which technology evolves, and seeks to inform managers on the
potential gains and pitfalls that specific new information technologies may pose.

No study of MIS would be complete without considering both.

In this book, we have tried to assemble cases that consider both subjects, independently in
some cases, but jointly in most. In order to do so, the cases may be grouped into three

distinct, interrelated parts:

PartI: Information-Based Corporate Transformation
Part II: Corporate Transformation — The Technologies
Part I1I: National IT Infrastructures

The first part builds the case for “Why Information Technology?”, or how organizations
may use information technology to enact their strategies. First Fidelity Bancorporation
deals with the decision to outsource IT implementation in order to gain both time and
performance efficiencies. Finally, Flower Auction Westland addresses the decision whether
to implement change in an evolutionary, or revolutionary, manner when faced with fierce
offshore competition. In all cases, both the question of how to manage IT resources, as
well as the technologies themselves are considered.

The second group of cases addresses the question of “What Information Technology?”.
SAP and MetalCo introduce Enterprise Systems — a growing global technology. TSAT A/S
presents the challenges faced by a small organization attempting to market a Very Small
Aperture Terminal (VSAT) satellite product in South America. Finally, Medisys and
Cisco deal with the Internet and Intranets, respectively. The emphasis is on understanding
the deployment of new technologies within, and beyond the organization.

The last module combines the managerial and technical aspects from the first two
sections, and elevates the issues to national and global levels. Wired Wellington addresses
the establishment of a city-wide communications infrastructure in New Zealand. Hong
Kong TradeLink focuses on the evolution of transportation and distribution
infrastructures, and the required information technology support, to develop a sustainable
country-based advantage. CERNET considers the evolution of the Internet in China, while
Datacom applies the VSAT lessons learnt in the 7SAT A/S case to Mongolia.

The pace at which information technology changes makes it imperative to consider both
the technical and managerial dimensions. Transcending the three modules is also the
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question of “How?” — how information technology gets used, how managers decide, how
IT investments are evaluated, and how we can best position our organizations to take
advantage of future developments. We hope this text is useful to you, as managers, as you
confront the challenges we all face with respect to information systems.

E.F. Peter Newson
Michael Parent




