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Knowledge and information management for the workplace

The following essay will be talking about, the technology being used in retail work and how it can affect the workers as well as the consumers. Everyday technology can manipulate people’s behavior from basic eating to dressing up, depending on the different decisions made by individuals and work related. According to one’s workplace they would have to dress appropriately if there was a dress code. 
I will also be talking about how technology and data affect my everyday lifestyle and how technology and data revolves around my day, Unknowing we use both forms in simple tasks which will be discussed in my essay. 

1. Give an example of how human decision making in business suffers from limited time, data, and information?
Most companies form decisions using data and analytics. Companies such as Google or Amazon to increase their success and profitability. Decision making is time consuming and most of this is ineffective. Faster decisions tend to be of higher quality, which means speed does not take away from the quality of a decision. Good decision making techniques result in fast and high quality decisions. Different types of decisions require different approaches. There are three decision types: big-bet, cross-cutting, and delegated decisions. Big bets are rare, high-stake decisions, with the potential to shape the company’s future—for example, acquisitions and annual resource allocation. Cross-cutting decisions are broad in scope, more frequent and familiar. They consist of a series of smaller, interconnected decisions made by different groups as part of a collaborative process, as with a pricing decision. Delegated decisions are frequent decisions that are narrower in scope, such as changes to HR policy. These decisions are handled by a single individual or team made accountable for the decision, and they require limited input from others. [1]

2. Consider five decisions you have made today (they could be simple such as taking a turn while driving or even choosing a soda at a convenience store). In each case determine the data, information, or knowledge that were involved in the decision.

GOOP is used to make decisions. The letters stand for: Goals, Options, Outcomes, and Probabilities. Data represents raw numbers. It is composed of facts and observations. Data can include lots of useless bits, which is just zeros and ones. Information is data with context and relevance. It manipulates raw data to find meaningful trends or patterns. Knowledge is information with decision-making purpose and direct action. Knowledge is at the highest level in terms of applicability, then information, then raw, uninterpreted data at the lowest. [2]

Decision 1: I decided on which perfume scent to apply this morning. I chose this perfume because it’s long lasting and subtle. It’s not too overpowering so won’t give me a headache or offend others around me and will smell like a fresh floral burst as I move throughout the day, which I find quite uplifting. The perfume is also relatively cheap so I don’t mind spritzing on a lot of it for everyday use. The information used to make this decision was based on wearing the scent before and seeing how it performs all day, the cost of it is data also used to help me decide how much to apply. How I react to it and feel whilst wearing it is also a reason for why I selected it. I bought the perfume as a blind buy online based on positive reviews on it by other buyers and by reading about its notes, I liked the opening and base notes of the scent described on the website and made my decision based on what ingredients I already enjoy the smell of. I used data from those ratings and reviews to choose the scent. 

Decision 2: At work I was being lazy to not cook today, I made a call to my mother to see if she had been cooking and I decided to eat out of the list, rice and fried aubergine for lunch at her house. I chose this meal because my mom already cooked the rice and fried the aubergine for me. Fried aubergine is one of my favorite dishes and it tastes great with a lemon wedge. I made the choice based on hunger, convenience and because it smelled great and I know it tastes good. The kinds of knowledge I used to make this choice was based on my previous liking to aubergine as well as being hungry and wanting to eat instantly and since it was already prepared, I could eat immediately. Also, I knew we had yellow lemon wedges because I could see them cut and I also wanted to add one to my meal. 

Decision 3: I decided to take a two-hour nap in the early evening. I was extremely tired and felt that a nap would help refresh me and prevent me from getting irritable or getting a headache. I didn’t sleep at all last night and felt on edge all day. I get snappy when tired, so a nap helps avoid being irritable. I set an alarm, so I’d wake up after two hours so as not to oversleep and ruin my sleep for another night in a row. I woke up feeling much better and energised so I could tackle this assignment. I used my past experience and knowledge of short catnaps helping me feel better in order to decide to take a two hour long one. If my naps are longer than two hours, I wake up feeling sluggish and off balance. When I over sleep during the nap this makes me feel more tired and decreases my concentration levels, resulting in losing the will power and not getting on with the work on my assignment. 

Decision 4: I decided to watch Waitress -- the 2007 film -- before bed. I had seen the trailer for it on YouTube before and read good reviews about the musical version of it. I strongly dislike musicals so chose to watch the film instead. I was glad to find a website where I could watch the film without any adverts. Also, the film was only two hours long and a comedy so it was perfect for watching before bed since it won’t take too long and doesn't require too much focus so watching the film won’t make me more stimulated and alert. The reviews I read all recommended that this was a must watch. The data I used was from both the reviews and rotten tomatoes rating it received online as well as my own pleasant reaction to the trailer of the film I saw which made me keen to watch it. 

Decision 5: I decided to work out and do some yoga. I followed an online YouTube tutorial and used my yoga mat to complete a thirty-minute session. I felt much better after it and more limber and less tense. The YouTube video I chose was based on data from the number of views the video had and how high up it was in the search results list. The location of the YouTube videos is based on my search history and the videos I watched in the past. I also used the number of likes the video had to help decide whether I ought to select it. Sometimes the comments are helpful pointing out something or finding more resources for yoga. However, sometimes adverts also lead to other useful information or easy decision making by tempting consumers to follow and download apps or online routines. I find this much easier then researching some of the times as visually learning can be very useful and save a lot of time. 

3. Does a player in a card game use tacit or explicit knowledge? Explain why. Define and explain the difference between the two with example.                                      

A card player in a game can use both tacit and explicit knowledge. If he counts cards, for example, this is explicit knowledge as he is assigning each card with a value in the deck aiding him to have an advantage against other unsuspecting players. He can also have tacit knowledge. For example: if the card player plays using his gut instinct and relies on luck to play the round. Also, if he has been playing for years, he probably can read his opponents poker faces well and guess the hand of cards they have based on their expressions or otherwise identify any tells they might have. 

Explicit knowledge is knowledge in the form of words and numbers which can be shared formally and systematically as data, specifications, manuals, computer programs, patents, etc. For example, following a recipe step by step to bake a cake. 

On the other hand, Tacit knowledge is insights, intuitions, and hunches. They are not verbalised or documented. Hard to express this type formally so instead I’ll provide an example of someone’s intuition. For example: baking from scratch based on estimations without using a recipe due to years of practice baking and learning from trial and error. It’s possible to convert explicit knowledge to tacit knowledge through rote practice, repetition, and even muscle memory. [3]

4. Explain the categories of computer-based information systems, providing relevant business examples for each category identified

Most organisations have six information systems each supporting a specific organisational level. These systems include transaction processing systems (TPS) at the operational level, office automation systems (OAS) and knowledge work systems (KWS) at the knowledge level, management information systems (MIS) and decision support Systems (DSS) at the management level, and the executive support systems (ESS)at the strategic level.

Transaction Processing Systems: all companies need to process transactions to perform daily operations. A transaction is an event or activity that affects the organisation. In a bank, for example, transactions include deposits and withdrawals, cashing of cheques etc. Some transactions, such as placing orders, billing customers, hiring employees, employee record keeping, etc., are common to all companies. 

Office automation system is communication technology, computers and people to perform official tasks. It oversees office transactions and supports clerical and managerial activities.

Clerical activities include preparing written communication, typesetting, printing, mailing, scheduling meetings, calendar keeping etc. Managerial activities include, conferencing, creating reports and messages, and controlling performance of organisation. Examples are word processing, emails and voicemails. They all allow data to be created, stored, and sent in different formats. 

A knowledge work system ensures knowledge creation and integration. It helps the workers create and propagate new information and knowledge by providing them with graphics, analytical, communications, and document management tools.

The workers need to search for knowledge outside the company. So, the knowledge work system must give access to external databases and have user-friendly interfaces so information can be quickly and easily retrieved. Examples of knowledge work systems are computer-aided design (CAD) systems, virtual reality systems, and financial workstations. They help form specifications, create simulations, and analyse financial data saving time and resources. 

Management information systems are support planning, controlling, and decision-making for mid level managers. A management information system (MIS) exports transaction data from underlying TPSs, compiles them, and produces reports, displays or responses; e.g quarterly sales reports of each sales representative. These summaries and comparisons help managers make decisions to undertake, since the steps to reach a solution is already determined in advance. MIS enables managers to view daily or hourly data, as well as current performance and past records.

A decision support system (DSS) is an interactive computer-based information system. It processes information to help managers make decisions. Example in a bank it helps managers analyse trends in deposits and loans to figure out annual targets. Decision support systems are designed for managers to carry out a specific managerial task or problem and make semi-structured decisions. They also use information generated by OASs and TPSs. DSS’s analyse and summarise data into charts or tables that can be compared. Data can be added upon and changed in order to meet requirements.

An executive support system (ESS) is a computer based information system that helps in decision making at the top-level of a firm. The decisions are non-routine and affect the entire organisation and therefore that organisation’s judgement and sight.

ESSs offer general computing, telecommunications and display options. They use advanced graphics software to display the information in the form of charts or graphs that help executives to solve problems. To make effective decisions, they use summarised internal data from MIS and DSS as well as data from external sources; for example: new tax laws, new competitors, etc. ESSs help to monitor performance, track activities of competitors, identify opportunities, and forecast trends. They also assist senior managers in answering the following questions:

• What should we do?

• How are our competitors doing it?

• Which units can be sold, and which new units do we need to buy?[4]


5. Explain why organisations have a structure composed of different levels and specialities. How computer-based information systems can support managers at each level of an organisation.
Organisations have a structure of different levels and specialities because doing so promotes efficiency. Different computer-based information systems are oftentimes specific purposes and vary greatly, which is too much for a single manager to manage.

Computer-based information systems are used to help managers do their jobs, not replace the managers’ jobs. By using these information systems, managers have access to data that can be used to help them do their job more effectively. Everything from managing employees to fine-tuning the final design of a product. [6]

Computers are really good at doing rote processes at many times the processing speed of a human brain, even though the human brain outmatches our most powerful supercomputers in nearly every other category. That aside, efficiency is improved when a computer aids a human to do their job. A computer can perform calculations and perform tasks that frees up time for managers to do the managerial part of their jobs. For example, how to effectively use employees’ talents in the most optimal combination, or figuring out the most economical choice of materials, and especially making value judgments like when compromising a principle is and isn’t okay, and so on. [5]

Having different specialities allows different departments of a business to get really good at problem-solving and innovating the things that are relevant to their department. Just like how ancient humans, when they settled down in cities, started to specialise into different jobs and trades and castes. Doing so increases the capacity to do more things, to make more things, to be more efficient with resources in order to get the maximum output of an individual. This is called the ‘division of labor.’ Using the same example, that means the potter can get really good at working with clay, while the soldier gets really good at defending the town: quality and desirable products are made. Likewise, having managers utilise computers-based information systems and dividing them into departments are both extremely efficient practices that divide labor in a way that makes the best use of a business’s limited resources. [8]
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PART 2

1. Describe how the overall approach adopted by American Airlines incorporated Porter’s basic competitive strategies of ‘cost leadership’ and ‘product differentiation’.

The ‘cost leadership’ strategy is where a firm tries to become the most cost-efficient firm in the market. By reducing costs, firms are better able to maximise profits. The ‘product differentiation’ strategy is where a firm will try to market their product as unique or higher quality; doing so creates a distinct brand identity that hopefully consumers will be attracted to purchase. In the case study example, American Airlines and IBM used the cost leadership strategy by replacing the technology of their reservation system. By automating such a system and expanding it to do a range of operations, they were able to cut costs. SABRE could process a reservation in three seconds as opposed to the forty-five minutes it would have usually taken; 7,500 reservations an hour. [1]

The companies also employed product differentiation by offering a number of services through a single program. This streamlined a customer’s experience by making it much easier to reserve a flight, hotel, and rental vehicles. Presumably, their competitors didn’t have this integrated system of reservations, which would make American Airlines/IBM’s services unique and therefore more attractive to potential customers. 

2. In what ways did SABRE provide American Airlines with a competitive advantage? Your analysis should refer to Porter’s five forces, for example, ‘entry barriers’.

There are strong barriers of entry in the airline industry. The airline industry is oligopolic:  there’s only a few powerful firms that participate in the market. In oligopolies, firms become price-fixers. That means those firms can generally charge higher fares -- or possibly even collude with each other -- because there’s less competition to compete against. 

This also means that it’s very difficult for potential new firms to enter the market. Introducing SABRE made it more difficult for new firms to enter the market because a potential firm needs to accumulate the immense capital -- money, resources, workers, hangars, contractors, lawyers, engineers, planes, etc. --  to finance an automated reservation system in addition to the regular startup costs of an airline company in order to be competitive. It’s expensive to both start up and maintain an airliner -- it’s so expensive that states often have to use taxpayer money to foot the bill.

IBM, as a supplier of technology, was important to drastically cut the costs of American Airlines. By using SABRE as a means of minimising costs, American Airlines had profit freed up to ideally use on further research and development, expanding their competitive edge. IBM later used their experience developing SABRE to make identical products to rival airliners, which cut costs for the entire industry as a whole. 

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? Discuss.

American Airlines manipulated SABRE’s algorithm to disproportionately represent American flights as opposed to other airlines in its reservation system. This had the effect of suppressing the airline ticket reservations of its competitors. This produced a monopolistic effect on the market where American emerged as the dominant firm. 

However, a number of things dismantled American’s competitive edge.  First, a number of domestic and international legal battles and controversies that made it unlawful to use algorithms to disproportionately select one airline over another. In 1984, the United States government did just that.[2] Other airlines also flat-out refused to use the SABRE system, instead opting to create rival systems -- co-developing those programs with IBM --  that utilised fairer algorithms; i.e algorithms that proportionally represented a number of airlines in addition to American. On top of that, anti-monopolistic practices like non-majority shareholding of SABRE made sure that no one airline company would use the technology against its own interests.

American Airlines was understandably frustrated with the defanging of SABRE. Its representatives testified in front of the United States Congress in order to plead its case as to why SABRE was created in the first place: to create and maintain a competitive edge. However, as mentioned above, the US Congress found that SABRE’s use of unfair algorithms was too monopolistic and thus threatened the free market too much. American Airlines eventually split from SABRE in 2000 -- presumably because the company was not benefitting from continued involvement with the SABRE system. In a course of thirty odd years, from being a monopolistic threat American Airlines was levelled to the ranks of other airlines. Its competitors resisted its monopolistic practices by refusing to use the SABRE system; they made rival systems to SABRE, and American Airlines had to face legal repercussions for maintaining a grossly biased algorithm in its favor. [3]

4. How are information systems transforming business, and why are they so essential for running and managing a business today?

Information can be defined as providing context and purpose to data. Information is differentiated from data because it gives data -- which is raw, unfiltered facts -- relevance and meaning. For example, the numbers in a restaurant manager’s account book represent actual exchanges of foods and drinks for money. The wages the manager pays are a part of how he balances accounts also; they represent someone’s livelihood.[4]

Information is transforming business by giving companies excellent records about the buying habits of their potential and returning customers.[5][6]  In this way, information is converted to knowledge which is information coupled with a measure of directionality: knowledge is used purposefully.[7]

Information is so crucial to business because without information, business can’t be efficient. They can’t minimise costs and maximise profits, they aren’t able to identify customer’s preferences and provide products that make optimise customer preferences. For example, let’s say there’s a bakery shop owner who doesn’t keep track of how many of each product are being sold. She becomes inefficient and wasteful because she prepares the same amount of croissants as muffins even though her customers overwhelmingly prefer muffins over croissants. With this information, she is able to knowledgeably apply herself and make more muffins over croissants. Otherwise, her bakery is susceptible to other bakeries that are more responsive to customer preferences. 

Part of these information systems are customer satisfaction surveys, online product reviews, and business review websites -- all of which offer quantitative methods to evaluate a business, its employees, its product and its practices. The most amazing thing is that all of these data collection methods are all wireless, done over the internet. The internet has revolutionised data collection so much so that modern businesses must rely on it as a way to keep their businesses relevant, especially through marketing. The internet has given businesses an opportunity to reach a massive potential consumer base like never before.

5. Identify three major new information system trends. Justify your answer with relevant pros and cons of each of the trends.

There are at least three new information trends: cloud computing, mobile platforms, and “Big Data.” Cloud computing is a tool businesses use to deliver services in real time using the internet. Data is stored online and can be transferred to multiple users very quickly. [8] Mobile platforms are the use of business using mobile devices: primarily smartphones and tablets. Big Data is a term that refers to the immense data collection capabilities of tech companies. Tech companies sell user information to third-parties in order to make profit, as described earlier, in a large network of information systems.

Cloud computing has the advantage of being extremely versatile and responsive to the business’s needs. Software is easily scaled to accommodate higher demand without a significant impact on the costs to the company. Cloud computing often gives users more power over the product, so this loosens the strain of what’s required from the software development team. User self-service allows the development team to stay flexible. In this way, cloud services are also cost-efficient and easily able to be manipulated to stay up to date and with compliance of the law. For all the benefits of cloud computing, the chief disadvantage is security. A lot of sensitive data is stored on the internet -- passwords, credit card numbers, security codes, emails, etc. -- that is a prime target for hackers and others. 

Mobile platforms -- smartphones and tablet apps -- make it extremely easy for people to stay connected to the internet. This means mobile platforms make it easier for people to collaborate and stay in touch without too much effort. That makes business easier to do. Mobile platforms also provide services based on a user’s location -- for example like Uber or GrubHub -- that make it easier for businesses to provide services to their locality. However, mobile platforms often don’t have the same sort of functionality as a traditional device like a laptop or desktop and have less processing power in general. That means the types of things people can do on a mobile platform is limited in scope. In addition, mobile platforms are able to use cloud technologies, which means they also have to deal with all the security issues associated with cloud computing.

Big Data is able to process and then organise a huge amount of data. Businesses are able to then purchase this data -- which can include very personal information about specific users -- and market their products accordingly.Big Data is used to improve machine learning, enhance user experience, manage fraud and compliance, and innovate.[9] Big Data goes hand in hand with cloud computing because of its ability to process an immense amount of data.  While being extremely efficient in managing data, Big Data risks user privacy. User privacy is important as a matter of principle: people ought to be entitled to control the information they give out. Other than user privacy, Big Data must also deal with the fact that the volume of data doubles every two years. This means it must continually gain processing power, and on top of that, all that data must eventually be curated by a human -- machine learning isn’t that good yet -- in order to be used as knowledge.

The knowledge and technologies that have been used to answer the questions in this assignment has help me gained knowledge in both fields, technology, and data. Everyday life is evolved around these technologies knowing, and unknowing. This has helped me in so many ways without being aware of how technology can be changed into these formats. Before technology was widely available people where still able to do things but just consumed more time and energy, resulting in things being delayed. However, with the new technology evolving everyday you can view and livestream across the other side of the world at the comfort of your chair. A lot of the information is available at the touch of a fingertip, ranging from many different devices across all platforms. This shows the power of technology and data put together knowledge can be received in many aspects. 
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