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Question 1
Why are information system essential for the case company Zopa?
[bookmark: _Toc56708671][bookmark: _Toc56709174][bookmark: _Toc56709493][bookmark: _Toc56709597][bookmark: _Toc56710453][bookmark: _Toc56710867][bookmark: _Toc56710993]Information System
Information system is computer-based tool which is helping to collect, store and process the data in different categories. For example, personal details, emails, documents, contacts details and phone messages, plus more.
In our everyday life there is a lot of information around us, like mobile content, save computer games, Facebook profiles, school, college, university, data. This information needs to be sorted by categories and search. 
Data increase every day, especially computer-based data and question is how organizations manage all this data. They manage all the data by information system. They create, control, store and access all the information. 
[bookmark: _Toc56708672][bookmark: _Toc56709175][bookmark: _Toc56709494][bookmark: _Toc56709598][bookmark: _Toc56710454][bookmark: _Toc56710868][bookmark: _Toc56710994]Type of Data 
There are a two type of data:
1. Quantitative data (hard data)
2. Qualitative data (soft data)
Quantitative data is numerical data like, number of pets, temperature, time and date etc, and qualitative data is descripted data and uses words for example I have two cars. This is called quantitative data. My car has a good quality music system called qualitative data.  
According to Hasan, (2018). “Information system is computer-based system of hardware and software. Purpose of the information system is collecting and processing data to valuable information by applying on data collection. Difference between data and information is data is a raw material and information is result data of processing.
Reason of the data converting to information are:  
1- For decision making and procedures.  
2- Find out the key element in the organization. 
3- Provides competition values.
4- Minimize the level of risks in an organization. 
5- Renews the level of knowledge.”

[bookmark: _Toc56708673][bookmark: _Toc56709176][bookmark: _Toc56709495][bookmark: _Toc56709599][bookmark: _Toc56710455][bookmark: _Toc56710869][bookmark: _Toc56710995]Brief History of Zopa Company
Zopa company is online UK based peer to peer lending company developed in 2005. They provide deals loan and investment to their customers. Zopa also offer low rate interest rate to their investors and high rate returned. In June 2020 they received full bank licence which mean they offer people more credit cards, more saving options to build more costumers and expand their business. (Zopa 2020).  
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Information system can effectively help Zopa to communicate better with their customers and help them out to give better suggestions about loans, savings or credit cards etc. It can also help to store documents and files in folders which they can easily access anytime and share the information with lenders.

Information system can help Zopa with decision making process depending on customer eligibility and provide an idea about marketing and competitors. According to O'Brien, and Marakas, (2011) Information systems can support a firm’s business processes, managerial decision making, and strategies for competitive advantage.                                                                                                                                                                                                    
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What information system are implemented by Zopa? 
Zopa use many systems to run their business, some of which are detailed below.
[bookmark: _Toc56708676][bookmark: _Toc56709179][bookmark: _Toc56709498][bookmark: _Toc56709602][bookmark: _Toc56710458][bookmark: _Toc56710872][bookmark: _Toc56710998]Embark Platform 
Embark companies is very helpful to support their customers who face financial difficulties. They help to find out exact customer financial position. They find out the situations of customer manually or by accessing current account information using Open Banking. Embark also offers Credit Reference Agency which means that financial services organisations work it out customer’s total debt position.
[bookmark: _Toc56708677][bookmark: _Toc56709180][bookmark: _Toc56709499][bookmark: _Toc56709603][bookmark: _Toc56710459][bookmark: _Toc56710873][bookmark: _Toc56710999]Payment Link Solution
They help costumer to find the correct deal depends on their circumstance and payment plan. Customer who needs extra guidance, they provide support to them through online customer service agent. Through payment link solution, they able to deliver more faster payment plan. (Finextra Research 2020).
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 (Embark Group 2020)
[bookmark: _Toc56708678][bookmark: _Toc56709181][bookmark: _Toc56709500][bookmark: _Toc56709604][bookmark: _Toc56710460][bookmark: _Toc56710874][bookmark: _Toc56711000]API System 
Embark also provide debt advice with pay plane. They use API (application programming interface). This is a wireless communication programme or app. API used for extra security and different task performed. According to Kouznetsov, Libenzi, Pak, Urakawa, Ishii, and Fujita, NTT Docomo and McAfee (2008) “API system is a method of computer program which provided security which installed on a mobile communication device for the wireless network and also system for performing tasks.”
API is a software technology system which allow their customers to access all the information regarding the company or application exchange the data same time each other. For example, when we check out, most of the time we can see pay with PayPal option, these kinds of services connect with API system. Zopa use API system to allow the costumer they can check pay plan and debt advice without giving entire income details during the process of debt advice. 
[bookmark: _Hlk55675598][bookmark: _Toc56708679][bookmark: _Toc56709182][bookmark: _Toc56709501][bookmark: _Toc56709605][bookmark: _Toc56710461][bookmark: _Toc56710875][bookmark: _Toc56711001]Peer to Peer (P2P) System 
Zopa use peer to peer lending which is online platform, and it includes wide range of lenders, investors like a big online market. By using peer to peer, they direct matching the customer demands and requirement. 
[bookmark: _Toc56708680][bookmark: _Toc56709183][bookmark: _Toc56709502][bookmark: _Toc56709606][bookmark: _Toc56710462][bookmark: _Toc56710876][bookmark: _Toc56711002]Bitcoin 
Zopa use Bitcoin and blockchain system in the organization. Bitcoin currency was introduced in 2008 by Satoshi Nakamoto. Bitcoin is a digital money, and it is not like visible coin and note. It is digital transaction online. Every single transaction and activities recoded which called blockchain. According to Crosby, Pattanayak, Verma, and Kalyanaraman, (2016). “Bitcoin peer to peer digital currency. Bitcoin itself is highly controversial but the blockchain technology has worked very well together and work it out wide range of applications in both financial and non-financial world. Bitcoin is also multibillion-dollar global market of transactions without any governmental control.”
[bookmark: _Toc56708681][bookmark: _Toc56709184][bookmark: _Toc56709503][bookmark: _Toc56709607][bookmark: _Toc56710463][bookmark: _Toc56710877][bookmark: _Toc56711003]Zopa App
Zopa app is very simple and easy to use. It is providing lots of benefit. It tells you your borrowing power through rating system 1 to 10. Easy to make extra payment without any hassle and charge. Zopa app also shows loans progression and investments.  
Zopa app is very easy to use and very quick way to find out your eligibility and credit score. It is a quick way to apply for loans and make repayments and can be used from anywhere in the world. 
[bookmark: _Toc56708682][bookmark: _Toc56709185][bookmark: _Toc56709504][bookmark: _Toc56709608][bookmark: _Toc56710464][bookmark: _Toc56710878][bookmark: _Toc56711004]Robo Advisor 
Many successful companies use robot advisor for human interaction and take advantage for the new service. Robo advice is computer resources system which interact human and machine. This is cost-effective way to get the information you need. According to Abraham, Schmukler, and Tessada, (2019). “Wealth management providing new improving technology which is Robo-advisors. It’s helps to making a decision, investments accounts and receive financial advice, as well as plan and automate investment decisions.”
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Zopa use a digital bank. Digital banking is an activities and programme service only available for the customers online. Customers can use various activities regarding online banking. For example:
· Money transfer and withdrawn.
· Apply loans.
· Pay bills.
· Check ongoing payments.
· Checking saving. 
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Business information system is a group of people who work collectively for input and output process. They collect all the data and information used for planning, coordination, decision making and different operational activities in the organization. According to Curtis, and Cobham, (2008). “The focus of business information system (BIS) is to understand the technology and collect a quality information and people in the organization to use the information strategy and interact with each other which help to share the information with different department to making a decision.”
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Explain why Zopa has a structure composed of different functions and levels. How computer-based information systems can support managers at each level and functions of Zopa operations? 
Most of the organization based on three level which are upper, lower, and middle level. Zopa used three managerial level of structure in the organization for the decision making. 
The follow diagram shows various level of Zopa:




[image: Types of Information System: TPS, DSS & Pyramid Diagram]

[bookmark: _Toc56708687][bookmark: _Toc56709190][bookmark: _Toc56709509][bookmark: _Toc56709613][bookmark: _Toc56710469][bookmark: _Toc56710883][bookmark: _Toc56711009]Operational Management 
Zopa use Operational management for mid-term decision. Operational management decision is very closely influenced by lower levels of management. This level of manager makes structured decisions. The role of the operational management is to design policies and procedures to improve all the activity and provide better service. For example, if Zopa offer credit card to the costumers and they have a credit policy for limited borrowing, all the salesperson needs to decide whether to give credit card to the customer or not, and it is also based on their financial circumstance. 
[bookmark: _Toc56708688][bookmark: _Toc56709191][bookmark: _Toc56709510][bookmark: _Toc56709614][bookmark: _Toc56710470][bookmark: _Toc56710884][bookmark: _Toc56711010]Tactical Management 
Zopa use middle level of management which are responsible management information system to put things in right place in the organization. For example, customer service, plan, implement new strategies which help action to achieve the goal in the firm. For example, introduce new products, future plan, process to meet the mission and vision of the organization. 
[bookmark: _Toc56708689][bookmark: _Toc56709192][bookmark: _Toc56709511][bookmark: _Toc56709615][bookmark: _Toc56710471][bookmark: _Toc56710885][bookmark: _Toc56711011]Strategic Management
Zopa strategic management is a top level of management to help achieve the organizational goal and external environment. They make long term decisions. They may involve different departments, policies and procedures, profit planning, personal planning. 
This is the most senior level in an organization, and they make unstructured decisions. Senior level managers are concerned with the long-term planning of the business and achieve the business goals. Business goals defined by CEO, directors and other high level of authority. They decide business plan. For example,
· Mission and vision statement.
· Core values.
· Business growth.
· Position in the market.
· Competitors.
(Guru99.com. 2020).
[bookmark: _Toc56708690][bookmark: _Toc56709193][bookmark: _Toc56709512][bookmark: _Toc56709616][bookmark: _Toc56710472][bookmark: _Toc56710886][bookmark: _Toc56711012]Types of Computer Based Information System
Zopa use different types of computer system:
· Transaction processing system (TPS).
· Management Information System (MIS).
· Decision Support System (DSS).
· Executive Support System (ESS).
[bookmark: _Toc56708691][bookmark: _Toc56709194][bookmark: _Toc56709513][bookmark: _Toc56709617][bookmark: _Toc56710473][bookmark: _Toc56710887][bookmark: _Toc56711013]Transaction Processing System (TPS)
Zopa use TPS which is a computer system to collect and store the data. It is day to day record system of transaction. TPS is a good way to monitor all the customer record, bills, online transaction. For example, if Zopa provide credit card to their customers, all the transition data must record to their system. TPS help each customer daily records. 
TPS is controlled by lower level of managers which call operational management. Zopa use TPS in their organization to keep an eye in everyday transaction of their customers such as sales, employee’s payslip, cash deposit, lenders transaction and for the investors.
[bookmark: _Toc56708692][bookmark: _Toc56709195][bookmark: _Toc56709514][bookmark: _Toc56709618][bookmark: _Toc56710474][bookmark: _Toc56710888][bookmark: _Toc56711014]Management Information System (MIS)
MIS can be described as follows:
1. Management is like business function, process, and human behaviour. 
2. Information is data, knowledge, gather information.
3. System is input and output process.
Zopa have MIS which is used by tactical middle managers to monitor the organization for better result. For example, they gather information from operational managers and use it to plan or implement new strategy. MIS gather data and analyse the information for better decisions. For example, how many staff turnover, how they improve the services, how they implement new offers etc.
According to Asemi et al, (2011). “MIS is an organizational method which providing past, present, and projected information related to internal operations and external information. MIS supports the planning, control, and different functions in to assist the decision makers. MIS describes the firm or one of its major systems in terms of what has happened in the past, what is happening now and what is likely to happen in the future. All managers use the information output as they make decisions to solve the firm’s problems.” 

[image: Management Information Systems (MIS) & Accounting Information System]

[bookmark: _Toc56708693][bookmark: _Toc56709196][bookmark: _Toc56709515][bookmark: _Toc56709619][bookmark: _Toc56710475][bookmark: _Toc56710889][bookmark: _Toc56711015]Decision Support System (DSS)
DSS is a computer-based system to support the organization in decision-making process which is used by Zopa. DSS is mainly used by middle and higher management. It is supporting the organization to help to make planning and decisions. DSS gather all the information from internal data, from TPS and MIS to decision making and problem solving. 
[bookmark: _Toc56708694][bookmark: _Toc56709197][bookmark: _Toc56709516][bookmark: _Toc56709620][bookmark: _Toc56710476][bookmark: _Toc56710890][bookmark: _Toc56711016] Executive Support System (ESS)
ESS is a specialist DSS, it includes all the data, hardware, software, procedures. It is also known as reporting tool. Zopa use big data to summaries the reports. These reports are used by executive senior managers. These kinds of report coming from all company levels and departments. ESS identify long term planning, outcome, market value and assess performance. 
[bookmark: _Toc56708695][bookmark: _Toc56709198][bookmark: _Toc56709517][bookmark: _Toc56709621][bookmark: _Toc56710477][bookmark: _Toc56710891][bookmark: _Toc56711017]Question 4 
Discuss Zopa’s potential knowledge management challenges and offer recommendations to strengthen their knowledge management practices from the knowledge acquisition retention-transfer perspectives?
[bookmark: _Toc56708696][bookmark: _Toc56709199][bookmark: _Toc56709518][bookmark: _Toc56709622][bookmark: _Toc56710478][bookmark: _Toc56710892][bookmark: _Toc56711018]Data 
Data is a raw fact that need to consider value to transform into information. For example, numbers, symbol, word.
[bookmark: _Toc56708697][bookmark: _Toc56709200][bookmark: _Toc56709519][bookmark: _Toc56709623][bookmark: _Toc56710479][bookmark: _Toc56710893][bookmark: _Toc56711019]Information
When the data has been processed it is meaningful. For example, bank statement, national insurance.
[bookmark: _Toc56708698][bookmark: _Toc56709201][bookmark: _Toc56709520][bookmark: _Toc56709624][bookmark: _Toc56710480][bookmark: _Toc56710894][bookmark: _Toc56711020]Knowledge
Knowledge is an understanding or awareness for something such as a fact, skill, education, awareness, throughout education or experience. According to Ruggles, (2009) “Knowledge is fluid mix of contextual information values, experience and rule.”
Knowledge is combination of data and information which added opinion and skill and as a result, we have knowledge to decision make.
[bookmark: _Toc56708699][bookmark: _Toc56709202][bookmark: _Toc56709521][bookmark: _Toc56709625][bookmark: _Toc56710481][bookmark: _Toc56710895][bookmark: _Toc56711021]Knowledge Management 
Purpose of the knowledge management is to provide right information to the right people in right time. Most of the organization use knowledge management to improve the quality of decision making, more success and achieve organizational goal. Knowledge management is very beneficial to observe the organization and have advantage over competitors. 
According to Bergeron, (2003). “Knowledge management is a very useful tool for the  efficient business and optimization strategy that give organization essential information and purpose of improvement in the business and also improve employees performance, manage human activities, control, power and give a good idea to compete the competitors in the market.”
[bookmark: _Toc56708700][bookmark: _Toc56709203][bookmark: _Toc56709522][bookmark: _Toc56709626][bookmark: _Toc56710482][bookmark: _Toc56710896][bookmark: _Toc56711022]Knowledge Management Life Cycle 
There are twenty frameworks for knowledge management cycle, some can be found in the table below. 
[image: Comprehensive Guide to Knowledge Management | Smartsheet]
(Smartsheet. 2020).
There are three common things in all the frameworks:
1. Knowledge acquisition.
2. Knowledge retention.
3. Knowledge transfer.
Knowledge acquisition is adapting a new knowledge or taking a new information, for example hiring new employees because organization need new skill.
Knowledge retention is how organization store the data, protect data, or record the knowledge.
Knowledge transfer how organization transfer, share or distribute their knowledge.
[bookmark: _Toc56708701][bookmark: _Toc56709204][bookmark: _Toc56709523][bookmark: _Toc56709627][bookmark: _Toc56710483][bookmark: _Toc56710897][bookmark: _Toc56711023]Knowledge Management Challenges
There is various type of challenge which Zopa can face. 
[bookmark: _Toc56708702][bookmark: _Toc56709205][bookmark: _Toc56709524][bookmark: _Toc56709628][bookmark: _Toc56710484][bookmark: _Toc56710898][bookmark: _Toc56711024]Security 
There are a lot of sensitive data which cannot be shared with each department and cause security issues. Some sensitive data is accessed by only higher level of management. For example, credit card, security pin. There are a lot of possibilities where the data may be hacked because of organizational internal issues or do not trust certain department. Zopa can secure sensitive data through acquisition team. Zopa can merge acquisition team to protect their security. It helps Zopa make better decisions and execute a successful transaction.
Zopa can choose the right qualified employees who are only allowed access to sensitive data or management can restrict rest of the employees.
[bookmark: _Toc56708703][bookmark: _Toc56709206][bookmark: _Toc56709525][bookmark: _Toc56709629][bookmark: _Toc56710485][bookmark: _Toc56710899][bookmark: _Toc56711025]Role of Motivation in Employee Retention
It could be very challenging for Zopa to get everyone motivated in the organization. People are usually not comfortable with change. 
To retain talented employees Zopa can offer reward systems, better salaries, career growth, power to take some decision, listen to their ideas and opinion. Without motivation employee did not give better result which impacts on organization’s performance. 
[bookmark: _Toc56708704][bookmark: _Toc56709207][bookmark: _Toc56709526][bookmark: _Toc56709630][bookmark: _Toc56710486][bookmark: _Toc56710900][bookmark: _Toc56711026]Staff Turnover
Zopa need to be prepared about staff turnover and transfer the knowledge into new employees through training programme.
It is well known that employee turnover is costly for the organization because training new staff takes time but if Zopa implement some policies regarding transferring knowledge that way they can save lot of time and money.
[bookmark: _Toc56708705][bookmark: _Toc56709208][bookmark: _Toc56709527][bookmark: _Toc56709631][bookmark: _Toc56710487][bookmark: _Toc56710901][bookmark: _Toc56711027]Tacit and Explicit Knowledge 
Tacit knowledge is personal or individual knowledge and explicit knowledge can be codified and communicated easily. Tacit knowledge is important for internal and individual progress for Zopa company but at the same time it is hard to adapt tacit knowledge.
The best way to adapt tacit knowledge Zopa can provide a platform for employees to share the knowledge to the organizational employees or they can gather explicit knowledge and convert into tacit knowledge. 
Zopa can organize informal and formal meetings, training programs, interviews, group discussions, meeting to transfer the knowledge using tacit knowledge. According to Seidler‐de Alwis, and Hartmann (2008). “Tacit knowledge can be the source of a huge range of opportunities and potentials for organization that give progress, constitute discovery and creativity.”
[bookmark: _Toc56708706][bookmark: _Toc56709209][bookmark: _Toc56709528][bookmark: _Toc56709632][bookmark: _Toc56710488][bookmark: _Toc56710902][bookmark: _Toc56711028]Question 5 
Discuss how the overall approach adopted by Zopa incorporate porter’s generic competitive strategy and in what ways the use of IS/IT has enabled Zopa to achieve a competitive advantage?
[bookmark: _Toc56708707][bookmark: _Toc56709210][bookmark: _Toc56709529][bookmark: _Toc56709633][bookmark: _Toc56710489][bookmark: _Toc56710903][bookmark: _Toc56711029]Porter’s 5 Forces
Porter’s 5 created by Mr. Porter in 1979 to understand five competitive forces to understand the organization. According to Dalken, (2014). “Porter’s Five Forces model is a powerful management tool for analysing the firm. It gives organization clear idea to analysis competitive environment, profitability, and attractiveness. The basic idea that every company is operating in a network of Buyers, Suppliers, Substitutes, New Entrants and Competitors.

[bookmark: _Toc56708708][bookmark: _Toc56709211][bookmark: _Toc56709530][bookmark: _Toc56709634][bookmark: _Toc56710490][bookmark: _Toc56710904][bookmark: _Toc56711030]Bargaining Power of Buyers
Zopa offer peer to peer lending to their costumer which is bargaining power of buyers. They have large demand of customers who are happy to invest in the company. They offer low rate loans and highly investment rate back to the costumer, that is why they have large number of customers happy with their services and products. According to Pietrobelli, and Saliola, (2008).  “Through import and export flow effect organizational productivity, technology and output growth.”
[bookmark: _Toc56708709][bookmark: _Toc56709212][bookmark: _Toc56709531][bookmark: _Toc56709635][bookmark: _Toc56710491][bookmark: _Toc56710905][bookmark: _Toc56711031]Bargaining Power of Suppliers
Zopa offer various kind of loans to their customers, for example: 
· Buy a car.
· Pay off credit card.
· Help to make home improvement.
· Wedding loan.
Another reason Zopa have power of supplier is P2P lending power which has reduced the price of purchase. 
[bookmark: _Toc56708710][bookmark: _Toc56709213][bookmark: _Toc56709532][bookmark: _Toc56709636][bookmark: _Toc56710492][bookmark: _Toc56710906][bookmark: _Toc56711032]Competitive Rivalry 
Zopa offer invest in P2P lending with return up to 16%. Zopa’s personal loan scheme has a historical track record with a very low interest charge. Zopa compete with banks, rate setter and funding circle in the market. Zopa has past record to raised $183 million funding. 
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(Busines insider, 2020)







[bookmark: _Toc56708711][bookmark: _Toc56709214][bookmark: _Toc56709533][bookmark: _Toc56709637][bookmark: _Toc56710493][bookmark: _Toc56710907][bookmark: _Toc56711033]Threat of New entry
Zopa is well known big brand in the market and barrier for the new entry in the market. New entry requires lot of investment to hold their position in the market. New entry could face lots of barriers, for example, raw material, license cost, legal cost etc. 
[bookmark: _Toc56708712][bookmark: _Toc56709215][bookmark: _Toc56709534][bookmark: _Toc56709638][bookmark: _Toc56710494][bookmark: _Toc56710908][bookmark: _Toc56711034]Threat of Substitute
Zopa offer their customer to start saving from £1,000 which is very low amount to start saving, and also it is threat of substitute for others.
[bookmark: _Toc56708713][bookmark: _Toc56709216][bookmark: _Toc56709535][bookmark: _Toc56709639][bookmark: _Toc56710495][bookmark: _Toc56710909][bookmark: _Toc56711035]Competitive Advantage
Zopa use IT/IS to stay in competition. For example, they use marketing communication through various ways:
· Word of mouth.
· New paper, magazine.
· Online finance website.
· Zopa’s blog.
· Twitter.
· Facebook.
· Google.
[bookmark: _Toc56708714][bookmark: _Toc56709217][bookmark: _Toc56709536][bookmark: _Toc56709640][bookmark: _Toc56710496][bookmark: _Toc56710910][bookmark: _Toc56711036]Cost Leadership
Zopa use cost leadership in the organization to compete with their competitors, for example:
· Offer a variety of products.
· Hiring new people for training.
· Provide amazing customer services.
· Offer low interest rate.
[bookmark: _Toc56708715][bookmark: _Toc56709218][bookmark: _Toc56709537][bookmark: _Toc56709641][bookmark: _Toc56710497][bookmark: _Toc56710911][bookmark: _Toc56711037]Differentiation 
Zopa use differentiation like, they access individual customer according to their need and then they provide credit card or investment depending to situation and assessment. 
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Zopa develop their company through value chain, for example they have various departments to achieve various goals. They have human resources management, technology department, marketing and sale, customer service, customer feedback.
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How does the knowledge management practice of the case company will benefit from progress in information technology?
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Zopa codify, store, and reuse the knowledge for various reasons. Knowledge is codified using people to documents and they reuse the knowledge for many reasons. According to Hansen, (1999). “codification strategy used in the big companies in last five years, they have developed elaborate ways to codify, store, and reuse knowledge. Knowledge is codified using a “people-to-documents” approach: it is extracted from the person who developed it, made independent of that person, and reused for various purposes.”  Zopa codify and store all the knowledge and store in databases, where employees can access and use easily in the company. They store data about the costumer to provide better information for the credit, loan and investment. Zopa also codify customer feedback which help them to improve their services.
Zopa share mainly through direct person-to-person contacts. They also arrange the meeting through skype, Facebook which is helping to improve the firm and help to decision make. According to McMahon, (2004). “To use knowledge management through personalization, it is a good way to human interact organizational approaches, establish communities in organization. The role of personalization through communication to improve organization and get better result.” 
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Zopa use soft mechanism to transfer tacit knowledge. Soft mechanism is face to face interaction between each person. Zopa design to training programme for their employee to improve productivity. 
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Zopa developed many IT raining programme to keep employees training up to date. Hard mechanisms are normally time consuming. 
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Through using technology Zopa have a better idea to know their position in the market. Zopa provide new products, new services for the client to get easy access to their website. They use online electronics banking, mobile banking, and internet banking these are just a few examples. To using information technology, customer can get access easily across the world and know their financial activity. 
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How would the case organisation implement enterprise resource planning (ERP) systems?
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Zopa use enterprise system which is a computer software system, and it is serving different business function, sales, marketing, production, manufacturing, etc. In business various functions do not share information with each other which cause difficulties to make decision that is why many organizations have opted single system that can support the business activities and different business functions. Such systems are called enterprise systems. According to Nah, et al, (2001). “Enterprise resource planning (ERP) systems have emerged as the core of successful information management and the enterprise backbone of organizations.” 
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To support and process for the organization Zopa use these two systems:
1. Supplier chain management (SCM).
2. Customer relationship management (CRM).
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Zopa have various software supply chain management. for example, they have bigger online platform and most of the country access their website easily. They offer suppliers fraud protection and an option for immediate payment. According to Spangler, (2013). “Zopa use possible Agreement plan for both parties called bargaining range. There is a potential agreement that would benefit both sides more than their what they expect.” 
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Zopa customer team is available 24/7 for supporting their clients that includes how they handle complaints as well. They try to do keep things smooth as quickly as possible. They keep every complaint in record and check the process, how quickly they responded. Customer feedback helps them to continue to deliver a first-rate service and focus on more future improvement.  
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Advantage 
	
Better financial planning
	
Zopa can plan better in different department like accounting department such as accounts payable, accounts receivable, and payroll.

	
Improve data security 
	
They can monitor day-to-day data processes for continuous improvement which save time and money.  

	
Communication
	
Zopa employees stay touch in different way of communicating their own department, for example through Phone and video conferences, emails, and scans documents. 

	
	



Disadvantage 	
	
Expensive to start 
	
New software will cost money to implement. Training is generally cost very high. It might be a separate fee if need lot of sessions depending on requirement. 

	
Slow software implementation 
	Company can take time especially if they are operating with hardware system. It is usually taking 2 to 3 years and after completing all process organization need extra time for training.
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