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Management Information Systems 

Prakash Bikram Khatri

Enterprise Business Systems

CRM
� To provide the organization and all of it’s customer-facing 
employee with a single, complete view of every customer at every 
touch point and across all channels

� To provide the customer with a single, complete view of the 
company and it’s extended channels.
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3 Phases of CRM
� Acquire

� Enhance

� Retain
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Components of CRM
� Contact and Account Management

� Sales

� Marketing and Fulfilment

� Customer Service and Support

� Retention and Loyalty Programs
� Costs six times more to sell to a new customer

� Dissatisfied customer will tell eight to ten people

� Boost 85% of it’s profits by retaining 5%

� Odds to sell to a new customer is 15%, existing customer is 50%.

� 70% of complaining customers will continue business with complaints are 

managed well.
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Benefits and Challenges of CRM

� Identification of target and best customers

� Real time customization and personalization of products and 
services based on customer wants and needs and profile.

� Consistent customer experience 

� Strategic business value
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Trends in CRM
� Operational CRM (more channels, consistent across all 
channels, ease to carry out business)

� Analytical CRM (extraction of info, analysis and 
prediction, identifies customers that can be approached)

� Collaborative CRM (easy collaboration with customers, 
partners, suppliers; improves efficiency and integration 
throughout supply chain; greater responsiveness for 
products/services outside of the enterprise)

� Portal Based CRM (provides tools and information that fit 
individual roles and preferences; quicker response to 
customer’s demands; instant access, link and use all internal 
and external customer information)
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Enterprise Resource Planning
� ERP gives a company an integrated real-time view of it’s core 
business processes such as
� Production

� Order Processing

� Inventory management

� All processes are tied together by an ERP application 
software

� Uses a common database 

� Status of commitments, deadlines, HR etc.
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Enterprise Resource Planning (ERP)

Major Application Components
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Benefits and Challenges of ERP
� Quality and Efficiency

� Decreased Costs

� Decision Support

� Enterprise Agility
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Cost of ERP

43%

12%

15%

15%

15%
Reengineering

Hardware 

Software

Data Conversions

Training and Change 

Management
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Trends in ERP

MIS – Enterprise Busienss Systems   Prakash B. Khatri11

Flexible ERP

e-Business 
Suites

Interenterprise
ERP

Web-Enabled 
ERP

Supply Chain Management
� Accurate order processing, just in-time inventory 
management and timely order fulfilment.

� Top strategic objective

� Forecast demands, controlling inventory, enhancing the 
network of business relationships a company has with 
customers, distributors, and others and receiving feedback 
on the status of every link in the supply chain.
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Commit Schedule Make DeliverSupply Chain 

Life Cycle

Strategic Sourcing 

and Procurement

Forecast and Demand Planning

Production 

Logistics

Transportation and Shipment 

Management

Customer Order Fulfilment/Service

Distribution Network and Warehouse Operations
SCM 

Functional 

Processes

Supplier Manufacturer Retailer Customer

Shared 

Market Data

Collaborative 

Fulfilment
SCM 

Integrated 

Solution

SCM Objectives SCM Outcomes
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Strategic

Tactical

Operational

Execution

What?

Establish objectives, policies 

and operating footprint.

How much?

Deploy resources to match 

supply to demand.

What?

Schedule, monitor, control, 

and adjust prodcution

Do

Build and Transport

• Objectives

• Supply policies 

• Network Design

• Demand forecast

• Production, Procurement, 

logistics plan

• Inventory targets

• Order Cycle

• Material movement

• Work Center Scheduling

• Order/inventory tracking
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Benefits and Challenges of SCM
� Faster, more accurate order processing

� Reductions in inventory levels

� Quicker times to market

� Lower transactions and materials cost

� Strategic relationships with their suppliers
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Trends in SCM
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SCM Stage 1

* Current Supply Chain Management

* Supply chain, e-commerce loosely coupled

SCM Stage 2

* Intranet/extranet links to trading partners

* Suppliers Network expansion

SCM Stage 3

* Collaborative planning and fulfilment

* Extranet and exchange-based collaboration
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End of Chapter
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