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Problem Solving with Problem Solving with 
Information SystemInformation System



5 step model of problem solving5 step model of problem solving

1.1. Problem analysisProblem analysis

2.2. Problem understandingProblem understanding

3.3. Decision makingDecision making

4.4. Solution designSolution design

5.5. ImplementationImplementation



Problem analysisProblem analysis

The consideration of the dimensions of a The consideration of the dimensions of a 
problem to determine what kind of problem problem to determine what kind of problem 
it is and what general kinds of solutions it is and what general kinds of solutions 
may be appropriate; the first step in may be appropriate; the first step in 
problem solving.problem solving.



Problem understandingProblem understanding

The investigation (fact gathering and The investigation (fact gathering and 
analysis) of a problem to gain better analysis) of a problem to gain better 
understanding; the second step of problem understanding; the second step of problem 
solving.solving.



Decision makingDecision making

The process of debating objectives and The process of debating objectives and 
feasible solutions and choosing the best feasible solutions and choosing the best 
opinion; the third step in problem solving.opinion; the third step in problem solving.



Solution designSolution design

The development of a solution to a The development of a solution to a 
problem, including both logical and problem, including both logical and 
physical design; the forth step of problem physical design; the forth step of problem 
solving.solving.



ImplementationImplementation

The process of putting the solution of a The process of putting the solution of a 
problem into effect and evaluating the problem into effect and evaluating the 
results in order to make improvements; the results in order to make improvements; the 
fifth step for problem solving.fifth step for problem solving.



The five stages in problem solving The five stages in problem solving 
processprocess



Critical thinkingCritical thinking

The sustained suspension of judgement The sustained suspension of judgement 
with an awareness of multiple perspective with an awareness of multiple perspective 
and alternatives.and alternatives.



Elements of critical thinkingElements of critical thinking

Maintaining doubt and suspending Maintaining doubt and suspending 
judgement.judgement.

Being aware of different perspective.Being aware of different perspective.

Testing alternatives and letting experience Testing alternatives and letting experience 
guide.guide.

Being aware of organizational and Being aware of organizational and 
personal limitations.personal limitations.



Technology perspectiveTechnology perspective

A way of viewing a problem that A way of viewing a problem that 
emphasizes information technology emphasizes information technology 
hardware, software, telecommunications, hardware, software, telecommunications, 
and database as sources of business and database as sources of business 
problems and the ways in which they can problems and the ways in which they can 
contribute to a solution.contribute to a solution.



Looking at problems from a Looking at problems from a 
technology perspectivetechnology perspective



Organization perspectiveOrganization perspective

A way of viewing a problem that A way of viewing a problem that 
emphasizes the firms formal rules and emphasizes the firms formal rules and 
procedures, production process, procedures, production process, 
management, politics, bureaucracy, and management, politics, bureaucracy, and 
culture as sources of its problems and the culture as sources of its problems and the 
ways in which they can contribute to a ways in which they can contribute to a 
solution.solution.



Looking at problems from an Looking at problems from an 
organizational perspectiveorganizational perspective



People perspectivePeople perspective

A way of viewing a problem that A way of viewing a problem that 
emphasizes the firms employees as emphasizes the firms employees as 
individuals and their interrelationships as individuals and their interrelationships as 
sources of its problems and the ways in sources of its problems and the ways in 
which they can contribute to a solution.which they can contribute to a solution.



Looking at problems from a people Looking at problems from a people 
perspectiveperspective



Systems analysis and designSystems analysis and design



Some physical ergonomic Some physical ergonomic 
considerations in designing a considerations in designing a 

computer systemcomputer system



Making decisionsMaking decisions



Corporate goalsCorporate goals

Long term survival.Long term survival.

Meeting a competitive challenge at any Meeting a competitive challenge at any 
cost.cost.

Improving productivity.Improving productivity.

Increasing employee morale and loyalty.Increasing employee morale and loyalty.



Subunit goalsSubunit goals

The introduction of new products.The introduction of new products.

More effective marketing.More effective marketing.

Lower administrative costs.Lower administrative costs.

Lower manufacturing costs.Lower manufacturing costs.

Better financing terms.Better financing terms.



Designing solutions Designing solutions 



Scope of logical designScope of logical design



Physical design specificationsPhysical design specifications



Implementing solutionsImplementing solutions



Conversion strategiesConversion strategies

Plans and methods for changing from an Plans and methods for changing from an 
old system to a new system; they include old system to a new system; they include 
parallel conversion, direct cutover, pilot parallel conversion, direct cutover, pilot 
study, and the phased approach.study, and the phased approach.



Designing information system Designing information system 
solutionssolutions





A system flowchart depicting the A system flowchart depicting the 
patient billing systempatient billing system



System flowchartSystem flowchart

A diagram that documents the sequence A diagram that documents the sequence 
of processing steps that take place in an of processing steps that take place in an 
entire system; most useful for physical entire system; most useful for physical 
design, in which such diagrams show the design, in which such diagrams show the 
sequence of processing events and the sequence of processing events and the 
files used by each processing step.files used by each processing step.



Alternative approaches to Alternative approaches to 
information system solutionsinformation system solutions



Traditional systems life cycleTraditional systems life cycle

The oldest methodology for building an The oldest methodology for building an 
information system; consists of six stagesinformation system; consists of six stages
–– Project definitionProject definition

–– Systems studySystems study

–– DesignDesign

–– ProgrammingProgramming

–– InstallationInstallation

–– PostPost--implementationimplementation





PrototypingPrototyping

Building an experimental, or preliminary, Building an experimental, or preliminary, 
system or part of a system for business system or part of a system for business 
specialists to try out and evaluate.specialists to try out and evaluate.







A customized software packageA customized software package



Request for proposal RFPRequest for proposal RFP

A detailed list of questions for software A detailed list of questions for software 
vendors to answer as part of the process vendors to answer as part of the process 
of evaluating a software package.of evaluating a software package.

The questions are designed to determine The questions are designed to determine 
the extent to which the software package the extent to which the software package 
meets the requirements specified during meets the requirements specified during 
the solution design process.the solution design process.



Fourth generation developmentFourth generation development

The construction of information systems The construction of information systems 
with little or no formal assistance from with little or no formal assistance from 
technical specialists; useful for smaller technical specialists; useful for smaller 
information systems and personal information systems and personal 
computer applications.computer applications.







OutsourcingOutsourcing

Using an external vendor of computer Using an external vendor of computer 
services to develop or operate an services to develop or operate an 
organizations information systems.organizations information systems.





Basic business systemsBasic business systems



DefinitionDefinition

A system that serves the most elementary A system that serves the most elementary 
day to day activities of an organization; it day to day activities of an organization; it 
supports the operational level of the supports the operational level of the 
business and also supplies data for higher business and also supplies data for higher 
level management decision.level management decision.



TransactionTransaction

A record of an event to which a business A record of an event to which a business 
must respond.must respond.



Transaction processing system Transaction processing system 
TPSTPS

A basic business system that keeps track A basic business system that keeps track 
of the transactions necessary to conduct a of the transactions necessary to conduct a 
business and uses these transactions to business and uses these transactions to 
update the firms records. Another name update the firms records. Another name 
for a basic business system.for a basic business system.



Online transaction processing Online transaction processing 
OLTPOLTP

A transaction processing mode in which A transaction processing mode in which 
transactions entered online are transactions entered online are 
immediately processed by the CPU.immediately processed by the CPU.



The concept of transaction processing The concept of transaction processing 
in basic business systemin basic business system



Quality control systemsQuality control systems

Manufacturing and production systems Manufacturing and production systems 
that monitor the production process to that monitor the production process to 
identify variances from established identify variances from established 
standards so that the defects can be standards so that the defects can be 
corrected.corrected.



Bayer's container tracking systemBayer's container tracking system



Telemarketing systemsTelemarketing systems

Sales and marketing systems that track Sales and marketing systems that track 
the telephone for contacting customers, the telephone for contacting customers, 
offering products, and followoffering products, and follow--up sales.up sales.



Order processing systemsOrder processing systems

Sales and marketing systems that record Sales and marketing systems that record 
and process sales orders, track the status and process sales orders, track the status 
of orders, produce invoices, and often of orders, produce invoices, and often 
produce data for sales analysis and produce data for sales analysis and 
inventory control.inventory control.



Point of Sale systemsPoint of Sale systems

Sales and marketing systems that capture Sales and marketing systems that capture 
sales data at the actual point of sale sales data at the actual point of sale 
through the cash register or handheld through the cash register or handheld 
scanners.scanners.



Cash management systemsCash management systems

Financial systems that keeps track of the Financial systems that keeps track of the 
receipt and disbursement of cash by a fir,; receipt and disbursement of cash by a fir,; 
they may also forecast the firms cash flow.they may also forecast the firms cash flow.



Applicant tracking systemsApplicant tracking systems

Human resources systems that maintain Human resources systems that maintain 
data about applicants for jobs at a firm and data about applicants for jobs at a firm and 
provide reports to satisfy federal, state, provide reports to satisfy federal, state, 
and local employment regulations.and local employment regulations.



Positions systemsPositions systems

Human resources systems that maintain Human resources systems that maintain 
information about positions (slots in a firms information about positions (slots in a firms 
organizational chart); they maintain data organizational chart); they maintain data 
about filled and unfilled positions and track about filled and unfilled positions and track 
changes in positions and job assignments. changes in positions and job assignments. 



Training and skills systemsTraining and skills systems

Human resources systems that maintain Human resources systems that maintain 
records of employees training and work records of employees training and work 
experience so that employees with experience so that employees with 
appropriate skills for special assignments appropriate skills for special assignments 
or job requirements can be identified.or job requirements can be identified.



Benefits systemsBenefits systems

Human resources systems that maintain Human resources systems that maintain 
data about employees life insurance, data about employees life insurance, 
health insurance, pensions, and other health insurance, pensions, and other 
benefits, including changes in benefits, including changes in 
beneficiaries and benefits coverage.beneficiaries and benefits coverage.



CRMCRM







CRM data warehouseCRM data warehouse



CRM case studyCRM case study

Page 401Page 401



Order to cash serviceOrder to cash service



Furniture case studyFurniture case study

Page 411Page 411



Managing knowledge in the Managing knowledge in the 
digital firmdigital firm

















Law firm case studyLaw firm case study
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Fuzzy logicFuzzy logic



Neural networkNeural network









Pfizer case studyPfizer case study
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