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[bookmark: _heading=h.lvlj99o0sox5][bookmark: _heading=h.7deuxeusbniu]Part 1	
[bookmark: _heading=h.ed7fphbvygkw]1. Describe how the overall approach adopted by American Airlines incorporated the basic competitive strategies of cost leadership and product differentiation. 
[bookmark: _heading=h.35lcz2b9ere4]The approach used for Cost Leadership
[bookmark: _heading=h.h1t6z2p2fspv]Porter’s model of generic strategies highlights that businesses apply the use of knowledge to implement either of cost leadership, product differentiation, cost focus or differentiation focus strategies in marketing approach (Salavou, 2015). According to Shaw (2015), cost leadership is the strategy implemented by organisations to provide a product at low-cost value, thereby attracting more customers to buy the item. As per the given case, American Airlines implemented the use of SABRE to reduce the cost of booking tickets. This led to experience an increase in demand for air tickets, especially by the travel agents in the 2000s. This was due to a reduction in the cost of labour involved in the hand-written system of the 1950s, which involved more cost and investment. However, the use of SABRE as an approach to book tickets online reduced this cost, thereby providing high value at a lower cost of ticket booking. Cost leadership is akind of approach taken by a company to upgrade their business strategy in order to maintain the business growth. This cost leadership taken by American airline to provide cheapest service among other companies in the same segment. This initiation has been helping American airline to upgrade their business and propagate among global field as well as it helps people to get a service in low cost who is very fruitful for them and company get more accessibility in this competitive market.

[bookmark: _Toc22830629]Figure 1: Approaches used by American Airlines
(Source: as influenced by case study)
The approach used for Product Differentiation
The company of American Airlines was found to use differentiation strategic approach to implement product differentiation in the global airlines market. This strategic approach used by the company resulted in the use of SABRE to implement a new web-based terminal for the online booking process of air tickets. According to Salavou (2015), the strategy of product differentiation allows an organisation to use knowledge of the market to increase demand for product or services by highlighting its uniqueness to the consumers. This can be carried out by the evolution of the product as per the studies of Erkut (2016). American Airlines, similarly, brought about an evolution in its system of booking tickets by jointly developing the SABRE with the help of IBM and including several added function options such as low fares to differentiate their services as compared to other airline services in the market.
[bookmark: _heading=h.6vfrm3o2h8vr]2. In what ways did SABRE provide American Airlines with a competitive advantage? Your analysis should refer to concepts related to the strategic use of information systems, for example, entry barriers. 
Use of Business Intelligence
[bookmark: _heading=h.joqgug6utnip]According to Laursen and Thorlund (2016), business intelligence is a vast amount of relevant data which is required by firms to use the extracted useful information into trends, patterns and formats so as to present in an understandable way to get involved in decision making. Semi-Automatic Business Research Environment (SABRE), developed by American Airlines and IBM, collected business intelligence from the respective market data warehouses to involve the use of business analytics in marketing to understand the demands of the customers in the airline market. Implementation of Relational Model in Database System
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[bookmark: _Toc22830630]Figure 2: Relational Database Management System at American Airlines
(Source: As influenced by Connolly and Begg, 2015)
Relational Model Implementation in Database Management System 
The demands identified were implemented in the relational database management system (RDMS) of American Airlines. According to Connolly and Begg (2015), the relational database model helps to implement categorisation and statistical mathematical calculations to integrate and represent the requirements of the model. This model was synchronised with the differentiation and cost reduction strategies by SABRE, resulting in the identified demands, especially from travel agents to be considered and developed as function keys on the online portal. The result was a relational database management system being implemented at American Airlines, increasing the demand for air tickets in the airlines market. Relational model implementation also helps in keep in touch with the management and customers that is why company are aware about their database management so that they could be sure about their customer service and customer acceptance in this competitive market.
[bookmark: _heading=h.xgninvnax8py]3. Although SABRE was undoubtedly successful, American Airlines was not able to maintain its competitive advantage beyond the late 1980s. What factors played a part in the erosion of the company’s lead over its competitors and how did the company react? 
[bookmark: _heading=h.j22b9pdlgwxg]Factors influencing the loss of Competitive Advantage
Lack of information technology
Lack of technical skills and information technology used in knowledge management led American Airlines to lose competitive advantage in the market. According to Stankovska et al. (2016), online technology proves to be cheap, accessible and more user-friendly in the digital era. However, the use of a hand-written system of the 1950s as compared to online technology by American Airlines led it to lose the competitive advantage in the market.
Lack of management of knowledge assets
According to Webb (2017) management of knowledge assets and resource pooling and sharing is required to meet with the demands of the contemporary industry. American Airlines was not found to have a proper system for the management of knowledge assets. This along with the lack of technical skills at the workplace resulted in the loss of competitive advantage in the market.

[bookmark: _Toc22830631]Figure 3: Factors contributing to the loss of competitive advantage
(Source: As influenced by Corfield and Paton, 2016)
Lack of personal interaction and codification
Personal interaction and codification of knowledge are required to implement a relational database management system in order to meet with the demands in the market. As highlighted in research of Aljuwaiber et al. (2016), personal interaction involves sharing of knowledge which helps to develop skills of employees at the workplace. American Airlines did not involve any such knowledge sharing or codification of information, which led to a lack of knowledge of airline market demand - air tickets to be available at low-cost value. This led to a lack of competitive advantage in the airlines market.
Lack of Appropriate Interface
The use of hand system of air tickets clearly shows a lack of proper interface and software architecture framework for knowledge management at Airlines. The ticketing system is mainly based on offline interference without online architecture. This led the company to lose a competitive advantage in the market.
[bookmark: _heading=h.rh85eddp7z2l]The reaction by American Airlines
It was understood from figure 3 that lack of proper interface, knowledge sharing via personal interaction and codification, lack of technology along with the lack of management of knowledge assets resulted in the loss of competitive advantage for American Airlines in the 1980s decade. American Airlines, hence decided to implement the knowledge management cycle in relational knowledge database management system by joining forces with IBM to transform the airline booking system. This led them to develop the Semi-Automatic Business Research Environment (SABRE) which served to be a web-based air ticket booking system, providing uniqueness to their services, enabling the company to gain back the competitive advantage in the 2000s.
[bookmark: _heading=h.2g5i9pw0ed3e]Part 2	
[bookmark: _heading=h.8bl2navfm1hg]1. Define an information system; 
According to Buckingham et al. (1987) an information system of an organisation can be said to be any system which ‘assembles, stores, processes and delivers information relevant to the organisation in such a way that is accessible and usable to those who wish to use it’ (as cited in Falkenberg et al. 2016). This involves the application of information theory, organisational theory, knowledge management cycle along with computer science and engineering in companies. For example, the warehouse manager of Tesco involves the use of management of knowledge assets with respect to supplier relationship management (SRM) while the sales manager does so with respect to customer relationship management (CRM) system respectively.  However, as per Tarhini et al. (2015), an information system is an innovative system which helps to gather, store, process and present information so as to take a planned action to overcome an issue by the management. Management of huge amount of data in specific organizations synchronized with anonymous information must be organized to solve problems with severe queries. Development of such crucial data requires well synchronized software allocation which helps to analyze the raw data implementing it to several tasks.
[bookmark: _heading=h.jjebxtft4vt3]2. Describe the categories of computer-based information systems, providing relevant business examples for each category identified.
Enterprise System
Enterprise system is that operational information management system which supports the business. It involves the use of information theory and organisation theory along with the technology acceptance model in operations. For example, Barclays uses management of knowledge to provide carry out its operations of accepting a loan application in the bank. Enterprise system can be considered as a system of resource planning organized by the enterprise which performs in a cross functional system of information. It helps to provide co-ordination within the organization along with integrating with processes associated with key business which helps in resource planning in any organization.
Enterprise Resource Planning (ERP)
ERP may be considered as a process which is implemented by various companies for integrating essential business parts. This information system revolves around the concept of planned behaviour in which information is procured for the development of products. ERP software is available for integration planning along with processing the entire system task. For example, GlaxoSmithKline is a pharmaceutical company which uses the information gained from the Research and Development department to make new medicinal products. It implements an innovation diffusion theory to develop and launch a pipeline of new products (gsk.com, 2018).
Supplier Relationship Management
According to the research of Hartman et al. (2016), supplier relationship management is an information system used by the logistics and supply chain department of an organisation. For example, Tesco warehouse managers use this information to involve responsible sources of products from the suppliers (Tescoplc.com, 2019).
Customer Relationship Management
This is a relational knowledgebase information system which involves the application of the use of TAM in the integration of business intelligence in regard to retailers and end-users to analyse the same for sales force enforcement. For example, Vodafone codifies the information gained from data sources to provide various network packages to customers in the UK at a reasonable price (Vodafone.co.uk, 2019).
Computer-based Information System
A computer-based information management system involves the use of application of the unified theory of acceptance and use of technology (UTAUT) (Tarhini et al. 2015). This involves the use of appropriate hardware, software, CBIS policies, and database and network infrastructure to manage the information in the company. For example, HSBC involves the use of a computer-based information system to store and keep a record of all relevant data in the bank (Hsbc.com, 2019).
Business Information System
According to Hartman et al. (2016), business information system (BIS) is a system of interrelated data used collectively to apply the theories of planned behaviour, reasoned action in the decision making of the firm. This is done for forecasting, planning, analysing, executing, monitoring and controlling of tasks to achieve set outcomes. For example, Tesco implemented this information system to reduce operational cost by ￡1.5 billion. This led to an increase in profits of ￡458 million in the UK (Tescoplc.com, 2018).
Web-Based Information System
As per the research of Jia et al. (2017), a web-based information system is that approach which involves the use of Web 2.0 infrastructure to integrate the use of cloud computing for knowledge pooling and sharing in the organisation. For example, HSBC is known to involve the use of this system to keep a record of all the loan and credit card applications received by the bank (Hsbc.com, 2019).
Accounting Information System
An accounting information system is the knowledge management system applied by financial managers and auditors of a firm to procure, plan, manage and control all the financial activities of the company (Corfield and Paton, 2016). This information system is applied by financial managers of Tesco, GlaxoSmithKline, along with all bankers and insurance managers at HSBC and Aviva PLC in the UK.
[bookmark: _heading=h.wc2upsxyzhdb]3. Explain how computer-based information systems can support managers at each level of an organization. 	
Strategic Level of Management
A computer-based information system is implemented at Aviva PLC at the strategic level of management to procure relevant information required to set goals and take decisions for required transformations in the services of the company. Computer information gained with the application of technology acceptance model (TAM) along with the Theory of Reasoned Action. This is integrated into the system, which led Aviva PLC to use these concepts along with Systems theory of knowledge management to implement the strategy of acquisition and mergers to gain more knowledge and skill assets for the firm.
Tactical Management Level
The period involved in the computer-based information support provided to this level of management is of a medium time scale and the frequency of support required can be highly frequent to not at all. This depends on the network infrastructure and hardware blockage in the processing of information to be procured by the management. The information procured by this level of management from the computer-based information system led the management to identify that there is a need to repay ￡1.5 billion debt of the company (Aviva.com, 2018). Moreover, it led to the identification of the fact that Smartphone are used by people all over the UK. This led the management to use the tactics of UTAUT in the information system to integrate Smartphone and computers for advocacy of insurance and such to customers (Aviva.com, 2018).
Operational Management Level
[bookmark: _heading=h.1yvbapsf3ax4]A computer-based information system is implemented with concepts of systems theory and TAM at this level of the management of AVIVA PLC. This involves the decisions undertaken by the company in advising the customers all over the UK regarding the bonds and financial as well as health insurances to buy and choose from for securing finance in the long run. Such decisions take a long period of time. This support was especially noted in the case of AVIVA PLC in the decision of reducing the complexity of the operational model of the company. This change in operations and tactics in the execution of the decision led to take frequent decisions for increasing sales of insurance resulting in an operating profit of £1,974 million (Aviva.com, 2018).
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