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A UNIQUE APPROACH TO
STUDYING WITH CASES

Learning technology is easier than ever before. Mi-
crosoft Suite enjoys nearly universal acceptance, includ-
ing almost 85 percent of the personal computer
marketplace. Learning to use this powerful tool is rela-
tively easy. Help documents and tutorials are readily
available online. CD-roms and videotapes promise to
teach even the novice user how to use word processing,
spreadsheets, and databases in a short period of time.
Books ranging from Word for Dummies to The Power
User’s Guide to Excel provide everything from the first
steps with the application to advanced programming
capabilities.

In the midst of all of these resources, many college
and university students as well as businesses have asked
themselves how they can move beyond a technical
knowledge of the tool to an applications-driven imple-
mentation of the technology. In many situations, they
have used examples and problems to learn the full
range of the tool’s abilities. However, they have not
been able to fully develop an understanding of how the
tools can help them strengthen their personal decision
making, enhance their business analysis, or improve
their career capabilities.

This textbook focuses on using the technical under-
standing that you may have obtained in an Introduc-
tion to Management Information Systems class. Your
class may have been a traditional course in which you
learned what a computer was, how to distinguish be-
tween micro-, mini-, and mainframe computers, and
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how centralization and decentralization of technology
are different. The textbook also seeks to build upon the
knowledge you have developed in your efforts to learn
to use Microsoft Word, Excel, Powerpoint, and Access.
You may have obtained this knowledge through a
course, in which you studied a textbook that taught
these applications, or you may have obtained this
knowledge on your own, through a book that you pur-
chased in a bookstore.

With the base of your understanding of these tools,
it is important to gain experience applying them to
business decision making. That is the direction in
which this case book is focused. By using real business
cases and descriptions of actual situations, this book
will help you apply your skills and understanding of
the Microsoft Suite to actual business decision making.

The outline of the book is different from what you
might be used to. However, it has a specific objective
and focus. The chapters follow and reinforce the tex-
tual material in the Post and Anderson textbook,
Management Information Systems: Solving Business
Problems with Information Technology. The cases in
each chapter will reinforce the concepts that you may
have learned or may be learning in this textbook or an-
other one like it. By stepping through each chapter, you
should develop a progressive understanding of what is
involved in the implementation of information systems
in today’s business environment.

An additional enhancement is the organization of
the chapters by industry and by company within each
industry. Many casebooks teach stand-alone cases;
none has endeavored to develop a clear understanding
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xii Preface to the Student

of how a company operates within the context of its in-
dustry and the companies with which it competes. Or-
ganizing the cases by industry will help you to better
understand the role that competition plays in business
strategy and the impact it can have on the decision to
computerize your business.

This casebook, however, is not just a collection of
cases. Each chapter contains a progressively difficult
collection of case examples and problems to expand
your knowledge and understanding of statistical and
quantitative analysis, particularly as it relates to finan-
cial and data analysis. The application/analysis sections
of each case will include the following components:

1. Internet Exercises. Vast amounts of information
about companies and industries are now available
on the Internet that were never available before.
No matter where you are working, you can obtain
extensive information about the company itself
from its own web page. This often includes the an-
nual report, advertising material, and catalogs. As
a result, information about each company in the
casebook includes a link to its web site along with
specific questions to help you focus on the best
sources of information. Equally important are the
links to the industry-relevant web pages. No com-
pany operates in a vacuum, particularly today. As a
result, it has become increasingly important to de-
termine the business that the company is in, the in-
dustry in which it competes, and the best source for
information about that industry. Since each chapter
is organized by industry, web sites and questions
are included to assist you in examining the role that
industry analysis plays in your understanding of
the business objectives of each company.

2. Excel Exercises. The implementation of technology
is costly. It is particularly so if the technology is to
be used to enhance the strategic direction of the
company. To help you see this, the most recent bal-
ance sheets and exercises related to them are cited
for each case. Viewed individually, these balance
sheets and their related exercises will help you
“zero in” on the problems and opportunities that
each of the corporations is facing. The balance
sheets and income statements come from the Edgar
database on the Securities and Exchange Commis-
sion home page or from a CD-rom source for finan-
cial information. The important thing to remember
is that this information is readily available for free
for your analysis. If you follow the exercises and
study the cited financial information, you will de-
velop the skills to analyze financial information no
matter the company. You will have a stronger basis
to make an investment decision, analyze a potential
supplier or buyer, or even evaluate the financial

strength of a potential employer. Since the financial
information is so readily available, you can accom-
plish this analysis wherever you are located.

3. Access Exercises. Increasingly, the most valuable
commodities that a corporation owns are its data
resources. The information that a corporation
maintains on its customers can be crucial to its con-
tinued successful operation. Its linkage to its suppli-
ers through Electronic Data Interchange and other
data-gathering devices further strengthens the need
to collect and maintain data on those parts of the
organization that supply it with the products and
services that it ultimately assembles, manipulates,
or repackages to sell to its customers. As a result,
each case includes a database with sections and
questions relating to the particular business and
market segment in which the company is operating.

4. Microsoft Project Exercises. Work is increasingly
project-driven. This means that funding proposals,
special projects, and development efforts have a
measurable beginning and end. They do not just
continue. As a result, it is important to know and
understand a project management tool. Microsoft
Project is a readily available, fairly inexpensive tool
that charts time, duration, cost, and human re-
sources. A clear understanding of these variables is
important to manage technology and other projects
in the future. As a result, each case includes a Mi-
crosoft Project Plan with sections and questions re-
lating to a specific business project in the industry
in which the company is operating.

This book is unique in its application of this combi-
nation of tools to your study of companies and the in-
dustries in which they operate. While other casebooks
may include a series of technology cases, the inclusion
and arrangement of the cases in this book will assist
you in your efforts to examine and understand the
core competencies, critical success factors, and change
drivers that may impact each of these industries and
corporations. This will give you experience asking the
important questions regarding what ultimately impacts
business decision-making processes in each of these ar-
eas. It will also give you experience working with the fi-
nancial, statistical, and analytical data that is readily
available in the marketplace. The goal, of course, is that
you will develop the self-confidence needed to address
these questions on your own when you are in the mar-
ketplace without the benefit of a textbook or professor.

Equally important, these cases are focused and
straightforward. Although couched in a standard busi-
ness context, each case includes a readily apparent
technology impact and decision. Unique to this case-
book, the decision scenario is not presented in a vac-



uum, but within the business constraints identified by
the financial and other information that is provided
with the excel and access data.

An extensive bibliography is provided with a listing
of the most up-to-date books to provide additional ref-
erences and supporting material.

THE IMPORTANCE OF STUDYING CASES

The case method is based on the belief that students in
management education can significantly improve their
analytical ability through studying, analyzing, and dis-
cussing actual business scenarios. Cases develop the
skills of logical thinking, searching for relevant infor-
mation, analyzing and evaluating facts, and drawing
conclusions, all of which are needed for business deci-
sion making. Making a point in front of your peers im-
proves your ability to communicate clearly, evaluate
the opinions of others, react wisely, and reach conclu-
sions that gain collective support.

By definition, a case is a description, using words and
numbers, of an actual management situation. The case
paints a picture of the setting of a business decision and
takes the student to the brink of the decision without re-
vealing what happened. A case study is a written story
that serves as the basis for a group discussion. It can fos-
ter a classroom program of role-playing, simulation,
question-answering, and discussion. The actual case is a
description of a company within a particular context in
time. A written case attempts to provide a synopsis of
past events in the life of an organization. It sets the stage
for making a decision by describing the context from a
number of different perspectives. These include finan-
cial data about the assets of the organization, statistical
information about the employees and markets that the
company addresses, organizational information about
reporting structure and decision making, technological
information about the decisions to implement tech-
nology, and managerial information about competitors,
internal operations, and the personalities of the individ-
uals involved.

A good case will place you in the position of facing a
managerial challenge and preparing an action plan. It
will force you to determine what decisions need to be
made, justify them, and make recommendations to the
class. The financial aspects of a case will enable you to
develop skills in analyzing and making financial deci-
sions. Cases with marketing or production information
will lead to decisions made by marketing or production
managers. Cases that combine all of these issues result
in the development of skills in strategic analysis.

The founder of the case-teaching method and its chief
advocate is C. R. Christensen. In his book, Teaching and
the Case Method, Professor Christensen asserts,

The active intellectual and emotional involvement
of the student is a hallmark of case teaching. That
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involvement offers the most dramatic visible con-
trast with a stereotypical lecture class.!

Unlike case teaching in law school, which is bound by
legal precedent, case teaching in business school is
focused upon the stimulation of creative thinking. Busi-
ness cases are “won” by the students who most accu-
rately analyze the problems and opportunities facing an
organization and make the most financially rewarding
recommendations, given these constraints.

Case-based teaching is unique because it facilitates a
dynamic interchange between the professor, the stu-
dent, and the material. Rather than merely conveying
facts or even ideas, the professor becomes an actor who
uses descriptions to set the stage for the analysis of a
company or its competition. Case-based teaching can
be more effective than lecture teaching because it com-
bines cognitive with motivational aims in the class-
room.?> The study of cases will provide you with
hands-on practice in how to think inductively within
the context of an actual situation. It combines theoreti-
cal concepts with real-life experience to provide practi-
cal decision-making experience. The cases in this book
combine real-life experiences with those of companies
to enhance your practical understanding of the real-life
situation. By studying these cases, you will be able to de-
velop rules that you can subsequently apply to business
situations you currently face or will face in the future.

These management information systems cases have
been written to merge substantive and procedural
aspects of technology. Setting a technology decision
within a case context helps to convey the complex as-
pects of these decisions. The successful application of
technology to business involves not only the under-
standing of the substantive concepts, but also the ability
to understand the procedures that often must be fol-
lowed for technology to be implemented successfully.

A case class differs from a lecture situation since
you, as the student, must shoulder more of the respon-
sibility. In a lecture situation, you are primarily respon-
sible for mastering the material that is presented to
you. Cases present what is often the most difficult part
of the learning process, the decision about what mate-
rial on which to concentrate. As such, these decisions
are more like real life choices.

In your class preparation, study your cases as a
business practioner, not as a student. By addressing
case questions as a team before class, you can use the

! C. R. Christensen and A. J. Hansen, Teaching and the Case
Method, Harvard Business School Publishing Division, Cam-
bridge, MA, 1987.

2 Frank Bocker, “Is Case Teaching More Effective than Lec-
ture Teaching in Business Administration? An Exploratory
Analysis,” Interfaces 17:5, September—October, 1987, pp.
64-71.
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synergy of the group to develop better solutions than
you could working alone. In doing so, you can use col-
lective problem-solving and multiple role-playing to
confront ineffective strategies and misconceptions.

Studying cases will assist you in your efforts to de-
velop approaches or rules that you plan to apply to
achieve success in business. Cases provide an easy, low-
cost way to experiment with ideas and proposals. They
give you experience in debugging incorrect hypotheses
and making reasonable predictions in new situations.
Your case preparation provides the opportunity to ex-
periment with the best questions to ask, the best way to
test a theory, and the best way to verbalize and defend
rules or theories. Once these rules have been derived
from the specific cases that you are studying, they can
be extrapolated to other cases that you will study or sit-
uations in which you find yourself. You can use the
progression of cases to refine and confirm the ideas
that you are developing.

THE BEST WAY TO PREPARE A CASE

Cases are best addressed systematically, through a stan-
dard approach. Applying this standard framework will
enable you to make sure that you have thoroughly re-
searched the subject, examined the material, and are
not missing any important issues. The standard frame-
work frequently used in business cases is:

Student Case Analysis Outline

I. Issue
The issue is the essential question of the case. It
is the single reason why the case was written.
The answer to the issue is the main idea with
which you should walk away from the case and
the classroom discussion.

II. Environmental Analysis

The environmental analysis presents the events
leading to the development of the issue. This
includes the financial/stock/portfolio analysis
as well as the governmental and other con-
straints in which the decision makers must op-
erate. The environmental analysis includes the
variables that the individual company cannot
control.

IMI. Problems and Opportunities
The problems and opportunities section lists
the strengths and weaknesses within which the
business leaders must operate. While these fac-
tors are often received by the business man-
agers, they are also the ones over which the
manager has the most control.

IV. Alternatives
The alternatives are the three to four most likely
next steps that the managers can take in their at-

tempt to address the original business issue.
These must be succinct and clearly thought out.
They must be the most comprehensive steps that
the managers can take, given the environment in
which they are working and the problems and
opportunities that they are facing.
V. Recommendation
The recommendation is the choice of the best

alternative and the decision to follow that path
in future efforts.

The Competitor Analysis should be different and
should incorporate the Case Analysis with a particular
focus on the identified competitor(s).

Student Competitor Analysis/Outline

Competitor Company Name
Description of the Competitor Company
Financial Analysis/Portfolio Issue
Stock/Investment Outlook
Potential/Prospective for Growth
Competitive Structure

Role of Research and Development
Technological Investment and Analysis

§§S<ZE='—'

Recommendation for the Future

Similarly, the Student Industry Analysis/Outline focuses
upon the industry in which the company is operating
and competing. You should keep in mind that the key
to this analysis is not to allow yourself to fill in the
blanks by writing down everything that is available.
You must constantly keep in mind that the goal is to
collect and present only information that will lead to
the successful evaluation of the case.

Remember that extensive and complex material such
as this should be collected and analyzed in small steps.
This will enable you to more easily decide which infor-
mation is important. Collecting the information in
small steps will also enable you to more thoroughly or-
ganize it.

Student Industry Analysis/Outline

Industry Name

Description of the Industry

Financial Analysis

Stock/Investment Outlook
Potential/Prospective for Growth
Competitive Structure

Role of Research and Development
Technological Investment and Analysis

Eé‘.sﬁ.z.al::-

Recommendation for the Future



To complete the industry analysis, the following steps
should be helpful.

1. Identify the industry.
2. Seek general industry information.

3. Identify and search the industry’s trade and con-
sumer magazines.

4. Learn about the consumers of the product or ser-
vice.

5. Examine the patent and trademark situation in the
industry.

6. Determine the legal issues in the industry.

7. Find information about specific companies in the
industry.

8. Define the type of competition in the industry.
9. Examine the geography of the industry.

10. Determine the impact of weather and climate on
the industry.

11. Examine the international market.
12. Interview people from the industry.

13. Fill in the gaps with information from information
providers.

Whenever lists of items to identify, research, and present
are made, the temptation always exists to focus on the
lists, not on the issue at hand. The cases in this book
were included to enable you to “put yourself in the
shoes” of the manager and make decisions as a manager
would. Taking this approach will make case-teaching
intrinsically motivating, including the elements of chal-
lenge, fantasy, and fun. Satisfaction can come from ap-
plying a standard process of analysis to the case and
then succinctly presenting the results to the class. The
goal, of course, is to recognize a unique point that no
one else has identified.

The cases include personal descriptions of the major
players in the cases so that you can make decisions
from the framework they bring to the case. Remember,
if the manager or company is extremely conservative
financially, he, she, or it will be less likely to adopt and
implement a cutting-edge management information sys-
tem. Although personal nuances are not included in the
thorough financial and quantitative analysis discussed
previously, it is often these nuances and perspectives
that lead to the difference between the successful and
less-than-successful implementation of technology.

While you are putting yourself in the manager’s shoes
and making decisions from this perspective, it is also im-
portant to bring your own unique perspective to the
decision making process. One danger in business, of
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course, is the temptation to become myopic and focus
only on those things that make sense from your perspec-
tive. Managers and companies that have adhered strictly
to this approach often get into trouble, since they miss
new market segments, changing environments, or ways
in which they can further mine their current customer
lists for new sales and product opportunities.

As a result, after you have thoroughly analyzed the
information, it is extremely important to bring your
perspective to the final mix of business recommenda-
tions. Perhaps you have worked in the industry, can
identify with a particular untapped market segment or
group, or just have a tangential interest in the subject.
All of these perspectives give you a unique viewpoint
to include in your analysis. Breadth of exposure to the
conventions, points of view, and practices of many in-
dustries is important to provide the depth required to
understand the complexities involved in conducting
business within each case setting. Particularly in tech-
nology, simple formulas for success are not readily
available for easy application. Cases provide contex-
tual understanding from which to make business judg-
ments in a protected environment. Even the most
quantitatively-oriented manager will agree that the
emotion, attitudes, aspirations, and values he or she
brings to the task will play an important role in man-
agerial decision making.

Examining cases within the context of an industry
helps to guard against grasping for the first comparison
opportunity that exists and attempting to force-fit it to
the next business problem. The memorization of rules,
even the correct ones, are of minimal worth unless the
rules can be applied at the right time and in the proper
situation. Breadth of exposure to the conventions,
points of view, and practices of many industries pro-
vides the wisdom necessary to identify subtleties in the
organization and respond accordingly. Knowledge of
the business environment, economies, or problems of
specific industries or companies may never be explicitly
used. However, they will provide the perspective or in-
fluence the imagination to discover a new innovation or
apply an old one to a new situation.

Several approaches can be important keys to devel-
oping this perspective. Your final analysis should incor-
porate aspects of all five.

1. Generalist. The generalist approach advocates
breadth of perspective rather than specialization.
Focus is placed upon addressing the issue from a
broad business perspective. Often the most diffi-
cult part of the problem is to identify in which dis-
cipline the problem lies. Thus, it is important to
rise above your individual perspective or disci-
pline to first determine in which area the problem
resides.
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2. Practitioner. The practitioner approach focuses on
the importance of acting and the willingness to act.
Courses of action must be chosen and decisions
must be made even when there is incomplete infor-
mation or the risk is high that subsequent informa-
tion will prove the decision maker wrong.

3. Professional. The professional approach insures
that the role of the manager includes and goes be-
yond the entrepreneurial function. Quality and
clarity of the final purpose are important. The goal
is long-term return-on-investment, not just short-
term profit.

4. Innovative. The innovative approach stresses the
implementation of new ideas rather than the main-
tenance of the status quo. Focusing policy upon
changing circumstances is as important as devel-
oping innovation through new inventions and
advancing technology. Profits can be maximized
through the application of the company’s long-
established strengths to unexplored segments of
the market through price, service, distribution, or
advertising innovations.

S. Communication. The communication approach
involves the effective communication of the deci-
sion to the rest of the organization.

THE BENEFITS OF USING CASES

Cases focus on the problems of strategy formulation,
building the organization, and accomplishing assigned
tasks. Utilized effectively, the case approach will maxi-
mize the benefit you will receive in the development of
additional knowledge and skills. The increasing com-
plexity, both financially and conceptually, of the cases in
this book should lead to a deeper understanding and
perspective of the business issues involved in manage-
ment information systems.

Concentration on these cases will enable you to
learn about the functions, roles, and skills of senior
management from the perspective of the general man-
ager. They help you develop techniques in setting goals,
outlining the functions and activities that must be per-

formed to achieve the goals, and determining the strate-
gies needed to accomplish these objectives. They clearly
demonstrate the role that risk plays in management.
Cases will help you identify and deal successfully with
uncertainty and rapidly learn to make decisions from
limited information. Cases will provide experience in
dividing the organization into logical, understandable
assignments with limitations on authority and provi-
sions for individual decision making. Cases provide
practice with setting performance standards. These
standards will assist you in the application of your
skills to making leadership decisions through insight,
self-confidence, and imagination. Finally, the cases will
assist you with the anticipation and acceptance of
responsibility for your actions and those of the or-
ganization as you someday relate to the organization’s
stakeholders, investors, employees, suppliers, commu-
nities, countries, and environment.

Learning from cases will also change the way you in-
teract with your professor. By emphasizing student in-
volvement and self-teaching, the use of case studies
requires a substantial shift in the traditional roles
played by you and your professor. Teaching with cases
provides fundamental opportunities but also dilemmas
and risks. For some professors, case-teaching can be an
uncomfortable assignment? since it introduces an ele-
ment of the unknown into the classroom equation.
Many variables can be controlled in a well-written and
delivered lecture. Well-prepared students and the pro-
fessor can direct a case in many different directions,
some of which were neither planned for nor even fore-
seen. The crafting of questions, careful listening, and
constructive response are the key skill requirements for
effective case interactions.

As a student, you can use cases to gain expertise in
responding quickly to new situations and environ-
ments. The best decisions are made with perfect infor-
mation. Unfortunately, few decisions have the luxury of
being made with this background. Cases provide prac-
tice in “landing on one’s feet” and responding quickly
to a problem or opportunity given a limited amount of
information and the time constraints under which you
must operate.

3 C. R. Christensen and A. ]J. Hansen, op. cit.
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Today’s students enter college focused on timeliness, and
with a great deal of impatience. They have a much
clearer focus than previous generations on using their
education to achieve their personal and professional
goals. Computer games flash images and rapid change
continuously before their eyes. Television has become
a constant channel-surf with the remote control and
picture-in-picture available to jump to whatever is most
interesting or dynamic at the moment. The World Wide
Web sends students surfing across the Internet driven by
their own desire to find knowledge or action on a partic-
ular web site. When they become bored with a site or a
topic, it is easy to move toward the next site or idea. All
this is done without apology or consideration of what
such rapid action may do for discipline or direction.

It is within this context that today’s college professor
must present and attempt to motivate. Television, in-
cluding Mind Extension University, presents one-hour
choreographed presentations complete with pictorial
examples from industry and tours from manufacturing
plants. Videotaped presentations are available from
publishers that include one-on-one interviews with
leaders in the industry.

Given these opportunities for learning, today’s col-
lege professor must find new and more effective ways
to communicate increasingly complex and technical in-
formation. As a result, this book takes a three-pronged
approach to teaching management information:

1. Textual material
2. Cases (actual)
3. Hands-on exercises

Students enroll in management information systems
classes both with business experience and with no busi-
ness experience. For those with business experience,
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real business cases provide the spark that is often
needed to enable the student to say, “I’ve experienced
that,” or “My company addresses that problem this
way.” For those without business experience, cases pro-
vide the first glimpse of business problems and the
decision making structure that they require. For this
reason, cases and examples have been included from
companies that the students have experienced as cus-
tomers and/or as employees and with which they would
easily identify.

From a pedagogical perspective, teaching with cases
provides a framework and serves as an example. The
framework provides a structure upon which to build an
approach to the analysis of a business problem. The ex-
ample gives the student a context within which to place
the business problem.

Preparing to bring cases to class includes the follow-
ing four steps:

1. Individual analysis and preparation

2. Optional informal small-group discussion
3. Classroom discussion
4

. End-of-class generalization about the learning
process

The individual analysis and preparation step involves
the student in the following activities before class
begins:

1. Reading and analyzing the case to get a good un-
derstanding and contextual flavor for the facts of
the case as they are presented

2. Researching the context in which the case was
written. This could include the following factors:
Historical context for the case
Economic factors/indicators at the time of the case
(inflation, employment rates, building, and
expansion)

xvii
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Technological impact for the case (state of tech-
nology and ability to implement change)

3. Analyzing the financial impact of the case. This

could include:
Financial reports from the case company
Financial evaluation from services (Moody’s or
Standard and Poor’s)
Financial evaluation from online sources (Dis-
closure Global Access)
Financial evaluation from Internet sources (SEC
Edgar Web page)

4. Evaluating the industry of the case company. This

could include:
Choosing the industry in which the company
operates (This step is often overlooked, but can
be the most critical. For example, banks now
compete with insurance companies and broker-
age houses and vice versa.)
Deciding what will be the change-drivers in the
industry
Analyzing the cost of entering or remaining in this
industry given the costs of these change-drivers
Evaluating the barriers to entry that the compe-
tition is constructing

5. Evaluating the competition of the case company.

This would include:
Determining who the competitors are, given the
product line for the case company
Identifying the strengths and weaknesses of the
competitors
Evaluating the financial ability of the competi-
tion to meet customer demand
Analyzing brand and customer loyalty to the
competitor’s product
Evaluating the research and development invest-
ment of the competitor
Understanding the ability of the competition to
use technology to identify and capture new mar-
ket segments

6. Extending the conceptual framework of the case

company. An extensive bibliography is included to
provide additional sources of conceptual and in-
dustry information to research and incorporate
into the class dicussion.

The written component of the individual analysis and
preparation includes the following:

1. Issue

The issue is a succinct question that asks why
the case was written and what it is about. The
issue is the single most important point that is to
be examined in the case analysis.

2. Environmental Analysis.

The environmental analysis incorporates the
context, financial, industry, and competitor in-

formation into an assessment of the environ-
ment in which the case company operates.

3. Problems and Opportunities (Strengths and
weaknesses)

Problems include:

a. Financial resources to maintain current product
base or develop new or modified products.

b. Engineering talent to develop new technologi-
cal or machine-based innovations.

c. Level of interest or ability in outsourcing func-
tions or sections of the company.

d. Age and depreciation status of the buildings,
equipment, and property.

Opportunities include:

a. Unactualized or unrealized assets such as prop-
erty that has substantially increased in value or
patents that have appreciated

b. A new or reorganized management team

c. Patents and trademarks

d. Public trust and good will in names or trade-
marks

e. Underutilized or undeveloped products

4. Alternatives. This is a list and explanation of two
to three realistic and comprehensive alternatives
that are available to the case company. These alter-
natives need to be complete in their ability to incor-
porate the issue identified at the beginning of the
case analysis as well as to actualize the problems
and opportunities of the issue within the context of
the problems and opportunities of the company in
the environment in which they operate.

5. Recommendation. At this stage, the student chooses
the best of the three alternatives previously pre-
sented. The recommendation includes the rationale
or reason that this recommended course of action is
the best to solve the business issue presented.

The following sources of information should be helpful
to the case analysis process:
Internet:
Web page for the company
Web page for industry trade groups and associations
SEC Edgar: 10K forms and annual reports
Online services:
Computer Select
ABI Inform
Lexis/Nexis

Online financial analysis sources:
Moody’s
Disclosure Global Access
Morningstar (Mutual Fund Data)

Published sources:
Standard and Poor’s Industry Analysis
U.S. Department of Commerce Industry Analysis

(dated)



Moody’s Industry Analysis

Gartner Group Industry/Technology Analysis/
Assessment

Government regulations for particular industries:
Thomas: Legislative Information
Federal Regulatory Information
U.S. House of Representatives Law Library
U.S. Code
Code of Federal Regulations
Federal Register
Small Business Administration reports

Industry/Economic Analyses:
Predicasts, an index of forecasts
Predicasts F&S index, an index of business periodicals

Demographic information:
Lifestyle Market Analyst
Lifestyle Zipcode Analyst
Simmons Study of Media and Markets
Source Book of Zipcode Demographics
County and City Data Book
American Demographics magazine

Legal issues of the industry:
Index to Legal Periodicals
CD-Rom version of Index to Legal Periodicals
American Legal Reports

EvALuAtioN ofF WELL-WRITTEN CASES

Well-written cases present problems and choices that
have consequences depending upon the direction that is
taken. The situations presented must be realistic and the
alternatives believable. The case must be able to be eval-
uated systematically. The case should spur an evaluation
process that would enable students to reach a conclu-
sion, rather than present the best choice and ask students
to justify it. Over time, the classroom should help de-
velop a systematic approach to business problems and
business decision making. As a result, the student should
leave the class not with the answers, but with an ap-
proach he or she can use to address problems faced at
work. Finally, the class should be careful to focus on
both successes and failures. No company does every-
thing right; likewise, no company always does every-
thing wrong. As a result, cases should be chosen which
require the student to analyze the subtleties between the
two. The best case, although most difficult to write and
to obtain permission to use, is the one that presents a re-
alistic description of a company in a difficult situation
that was not necessarily solved successfully.

CASE UPDATES

Some professors prefer to teach cases as they are writ-
ten. That is, they maintain the case in its historical con-
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text and present the case decision as if it were being
made at the time. Other professors prefer to bring the
case “up to date.” This includes organizational infor-
mation about the change in administrators or other
persons in the company. It includes financial informa-
tion about the resources, expenses, and profits that
were incurred. It incorporates information about new
technologies that are purchased, written, or imple-
mented. Whatever approach is taken, it is important to
remember that case analysis is accomplished under the
following guidelines:

1. Context. Cases must fit into an historical context.
Decisions are not made in isolation. They must
be explained and incorporated in the context in

which they actually occur and with the informa-
tion available.

2. Decision orientation. Cases are about making a
decision. Even if that decision is to do nothing, it
is important to have decided to do that. Reaching
a conclusion or taking a step by default is not a
good response, particularly in the fast-moving
world of technology.

3. Dynamism. Case analysis is dynamic. It is not pos-
sible to predict the outcome or to structure the
class in a way that the same solution will always
result. An important part of case-teaching is the
ability to insert information from many different
perspectives. The skill set is not the ability to come
up with the right conclusion, but to incorporate a
variety of ideas into the final conclusion.

4. Process. To a large extent, a case class teaches an
approach or process to solving problems. The stu-
dent can then take this process to the next case, or
ultimately, business situation.

5. Technology. Technology is often the tool that is
used to implement the dynamic change that orga-
nizations face. As a result, it is important to evalu-
ate the company so that a reasonable technology
solution can be presented to resolve the most im-
portant issues that are raised.

The interactive nature of the case class can be simu-
lated by an expert system. Ultimately, however, tech-
nology cannot duplicate the dynamic interchange
between the faculty and students and, it is hoped, be-
tween the students themselves. In a case class, there are
just too many variables to track. The dynamics of the
interaction are too complex.

This is what makes case-teaching exciting and dy-
namic. It enables a professor to interact directly with
students, provide immediate feedback regarding perfor-
mance, and simulate as closely as possible today’s dy-
namic business environment.



Technology, more than any other force, is changing the
way we work, educate, and live. This book was written
within the context of a rapidly changing environment.
The textual and case materials were constantly up-
dated, right to press time. The financial and economic
information was constantly changing. The technology
tips at the end of each chapter were always improving
with software updates. Even the tools that were used to
input and process the information were reaching new
levels and versions throughout the process.

A casebook that relies on real cases and individuals
is also constantly in development and change. This is
particularly the situation in the rapidly expanding area
of management information systems. As a result, I have
worked to bring as much up-to-date information about
the implementation of technology to the casebook as
possible.

Given the complexity of the project, it would never
have been completed without the committed assistance
of a number of individuals. My research assistants
worked with me writing, analyzing, and formatting in-
formation throughout the winter of 1998-99.

Todd James worked with me from the beginning and
organized myriad details, sources, citations, and foot-
notes. He always had a clear understanding of the di-
rection and the immensity of the project. I shall always
be grateful for his ability to collect, organize, and track
all the disks and backup files for the project.

Oscar Teran refined and rewrote the case materials,
checked the sources, and integrated the very latest ma-
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