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. KopnopatuBau nH(MOpMALIMOHHU CUCTEMU

Strategic \  Senior —
KIND OF Level \ Managers GROUPS
INFORMATION
SYETEM SERVED

B Cneumanucrtute c
pPasfnnyHnU NHTEPECU U
OT pasfnM4HM HMBA Ha
Koprnopauusita umart
OOCTbI OO0 pasfnyHn
CUCTEMMW.

B HwuTo egHa cuctema
S Operational HE MOXe
Level Managers

CaMOCTOSITENHO Aa
ocurypu uanara
NHpopmauns un
I'Ipo,u.a>|_<6‘|/|, NPOV3BOACTBO rHaHCcK HOBELLIKU 3HaHUS, HeobxoanmMu
MapKETUHT CHETOBOACTBO  pecypcy Ha opraHm3auuaTa.

hyHKLMOHanNHM obnactu



KopnopatuBH HH(POpMALIMOHHNA CUCTEMHU

Cucrtemm Ha onepaTUBHO HMBO CbENCTBAT Ha onepaTopuTe Aa
cnegaT eneMeHTapHU AeMHOCTU U TPaH3aKLUM Ha opraHM3ayusita kato
npoaaou, AocTaBku, NNaLlaHus, KpeauTupaHe U oCTaBKa Ha
CypoBuHM 1 MmaTtepuanun. OcHoBHaTa Len Ha cucteMmnTe Ha ToBa
paBHULLE € Oa OTroBapAT Ha PYTUHHU BbNPOCKU U Aa CNeasaT NnoToka Ha
TpaH3aKUUnTe B opraHnsaumnsaTa.

Cunctemm Ha ynpaBJrieHCKO HMBO cnyXaT 3a HabngeHue, KOHTPO,
B3MMaHe Ha pelleHna N aaMUHUCTPaTUBHU OENHOCTU Ha CpeaHo
ynpaBJieHCKO paBHULLe. [TPUHUMNHUAT BBNPOC, KOUTO Ce NoCTaBAa Ha
TOBa HMBO e: Bcuuko gobpe nn doyHKunoHupa?

Cucrtemm Ha cTpaTerm4ecko HUBO CbJENCTBAT HA BUCLLETO
PBHKOBOACTBO [a pa3srnexaga ctpatermyeckm BbMNpocu 1N AbNrocpoyHn
TEeHAEHUMKN, KaKTO Ha pupmarTa, Taka n Ha okornHarta cpega. OcHoOBeH
BBLIMPOC € Ja ce CbIMOCTaBAT MPOMEHN BbB BbHLLUHATA cpeaa CbC
CblLUECTBYBaLWLMA KanaunTeT Ha opraHusaumaTa. Kakea we obae
3aeTocTTa cnea 5 roanHn? KakeBu ca AbnrocpoyHnTE TEHOEHUNN Ha
pa3xoauTe Ha MHAOYCTPUNATA, U Kbae ce Hamupa dompmaTta? Kakeu
NPOAYKTU Oa ce npaBaT cneg S roanHn?



ApPXUTEKTYpa Ha KopnopaTuBHUTE
NPUNOXXEHUS
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Distributors

Suppliers,
Business Partners

Sales and Manufacturing Finance and Hurman
Marketing and Production Accounting Resources
FUNCTIONAL

AREAS



OCHOBHHU TEMH
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CUCTEMMU
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HUBO
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buszHec nH(pOpMaLMOHHNA CUCTEMU
(BHC)
T

B npeacTaBnsaBaT coPTYEPHU NPUNOXKEHUS, KOUTO obxBaLlaT OCHOBHUTE OU3HeC
NPOLECH N CbAbPXKAT 3HAYNTENHN 3HAHUS 3@ OpraHn3auuMnTe, KNUEHTUTE U
AOCTaByMLMTE

B noakpensTt Ou3Hec NpouecuTe Ha opraHM3auusaTa KaTo LUsmno unm B
pa3nuMyHuTe OYHKUMOHAaNHM obnactu n ce non3earT 3a:

® [aHupaHe Ha pecypcuTe Ha npeanpuatneto (Enterprise resource planning -
ERP), KouTo ca Haco4YeHU KbM BbTPELLHUTE MPOLLECH NO NPOMU3BOACTBO,
ancTpubyumns n duHaHcm;

= ynpaBfieHMe Ha B3anMOOTHOLLEeHUsITa ¢ knueHTute (Customer relationship
management - CRM), cBbp3aHO ¢ npouecuTe no MapKeTUHT U npoaaxou;

= YynpaBfieHMe Ha Bepurata Ha goctasku (Supply chain management - SCM),
HaCO4YEeHO KbM yNpaBfieHne Ha NOTOUNTE Ha CYPOBUHWN, Matepuanu, NpoayKTHu,
NHOpMaLNA N KNMEHTM B paMKUTE Ha LsinaTta npon3BoaCcTBEHA BEPUra;

= yrpasrfeHne Ha B3auMOOTHOLLeHNdATa ¢ goctasunuute (Supplier relationship
management - SRM), HacoyeHO KbM JOCTaBKa, KynyBaHe N CbXpaHeHNe Ha
NPOAYKTU U YCIYTU;

= JpYyru cneumanumsnpaHun ynpasrieHCKM CUCTEMU — HaMNp. ynpasreHne Ha
XU3HEeHNA uukbn Ha npoagyktute (Product lifecycle management - PLM),
drHaHCOBO yrnpasreHune, yrnpasieHne Ha YoBelkuTe pecypcu (human capital
management) n ap.



bus3Hec MHOOPMALIMOHHU CUCTEMHU

]

B [lonsata ot b/C 3a opraHusaumute 3aBmcKu OT TOBA
OOKOJIKO XapayepbT, COPTYEPBbT N MPEXOBUTE TEXHOSIOMMN
NOAKPENAT uenute Ha opraHusaymsarTa

B ToBa MOXe Ja ce NoCTUrHe Yypes rnosnasaHe Ha
crneumndunyHmn BU3HEC NPUIOXKEHUSA, KOUTO nognomaraT
pa3nnyHn paboTHM Npouecu N PyHKLUK

B b/C BknoyBar :

= OnepamueHu UHGgOpMayUOHHU cucmemu — CACTEMM 3a
obpaboTKka Ha TpaH3aKLuun, NPON3BOACTBEHN CUCTEMU UMK
cCUCTEMM 3a aBTOMaTM3aumsa Ha odmca

u MeHUOXMBbHM UHGOPMaLUUOHHU cucmeMu — CUCTEMMU 3a
noJkpena Ha peLLeHns, Mon3BaHM 3a TaKTUYECKO U
cTpaTern4yecko nnaHnpaHe



ItanupaHe Ha pecypcuTe Ha IPEAIPUITHETO
(Enterprise resource planning - ERP)

]
m ERP cucrtemunrte npepgnarar:

® E€OMHHO peLUeHne OT eanH AOCTaBYMK Ha copTyep
B UHTErpupaHu yHKLMKN 3a noBeveTo bnsHec ENHOCTU

= obxBawaT usnaTta NpoM3BOACTBEHA Bepura — ynpasreHme Ha Npon3BoaCTBO,
ancTpmbyums, npogaxéu, dMHaHCK N YOBELLIKN PeCypcu

m [lon3ute ot ERP BKNIOYBaT:

= VIHTerpauus Ha BCUYKM BbTPELUHN U BbHLLHW NpoLecu, BoAeLLo 40
noBuLLaBaHe Ha ePMKaCHOCTTa M Ka4eCTBOTO Ha 0OCNy)XBaHe Ha KNNEeHTUTe

= [lo-gobpo cnogensiHe Ha MHopMaL s B opraHn3aumnsaTa nopagm
NHTEerpauusiTa Ha Moaynu, AonpuHacsLm 3a No-Aobpo B3IMMAHETO Ha
PELLEHUS M No-ronsiMa rBKaBOCT

= [lo-necHa noggpbKka Npy HaNMYMEeTOo Ha eauH AOCTaBYMK Ha codTyep
B Bb3moxHa e kbcTbMu3auuda Ha ERP cuctemure:

= UYpes nanonssaHe Ha NPUNOXHU NporpamMmHu nHTepdgencu (application
programming interfaces - APIs), konTo npegnarart ctaHgapTeH MeTof 3a
oOMeH Ha gaHHM MexXay nporpamMuvTe U UM NO3BOMSBAT M3BECTEH JOCTHbN 4O
ERP codTyepa

= CmeceHnTe cuctemMu morat ga npeasiokaT CbBMECTUMOCT, ako ce geduHupat
CTaHOapPTW Ha HUBOTO Ha KOMYHUKALNOHHUSA NHTepdenc

= BbTpewHute onepaumn Ha codpTyepa morat ga 6baaT HacTpoeHU criopes
nokarnHuTte noTpebHocTu



YIIpaBji€HHUE HA BepUrara Ha JJOCTABKUTE
(Supply chain management - SCM)

L
Bepuzama Ha docmaeku ce CbCTOM OT HAabop OT AeNHOCTU, KOUTO ynpaBnsasaT

npnaBnMXBaHETO Ha MatepuannTe oT JoCTaByYNUUTE Npe3 opraHn3aundaTta Ao KpaI7IHI/ITe
KIMMMEeHTU

m  Bceku npodykm unu ycnyaa nma cobCcTBeHa Bepura Ha 40CTaBKK, KOSITO MOXe Aa BKIH4YBa
MHOXECTBO opraHusauun B obpaboTtkaTta, TpaHCNOPTUPAHTO, CKNaaupaHeTo 1 npoaaxbute

= EOuH oT ocHOBHMTE BbNPOCKU Npu AM3aliHa Ha BEpUrMTe Ha JoCcTaBka e Heobxodumocmma om
CcbmMpyOHUYECMBO MEXOY op2aHu3ayuume, 3a Aa 3a40BONSAT noTpebutenute

HeuHocmume Ha exo0a Ha op2aHu3ayussma ( 'upstream’' or 'supply side’) ce pasgenaT Ha
HMBaA Ha OOCTaBYULM:

u ‘I'I'prO HMBO'AOCTaBYNLIN — OVNPEKTHO OOCTaBAT Ha OpraHMo3aundTta
u ‘BTOpO HMBO' OCTaBYMNLN - npaBAT 4OCTaBKN KbM NMbpBOTO HABO JOCTaB4YLIA

HetHocmume Ha u3xo0a Ha op2aHu3ayusima (‘downstream' or 'demand side‘) ce pasgensar
Ha HMBA OT KINEHTH :

m  TbproBumn Ha eapo Unu QUCTpubyTopKn, AUPEKTHO CBbP3aHN C OpraHM3aumsTa
m  TbproBuUN UNN NOCPEAHNLN, CBBbP3aHN C OUCTPUOYTOPUTE U T.H.

= 3a BceKku NpoAyKT UMM ycrnyra Ha opraHusauudara nma otaesniHa Mpexa 3a pasnpocTpaHeHue
(‘'supply network' unu 'supply web’)

YHpaeneHue Ha eepucama Ha docmaeku u Jiocucmuka — yripasJrieHne Ha rnoTokKa
MaTtepuarnm no udnarta sepura Ha oCTaBKN
= Jloructukata nnu 6usHec norucTukata kacae 4emMHOCTU No opraHmn3unpaHe Ha sepurata
u B'preLIJHa NorncTuka — npungBmxXBaHe Ha MatepumannTe oT A4oCTaB4YNUUTE B OpraHn3aunAaTa
®» BwbHWHa normctuka — npunasm>xBaHe Ha MmatepmnasnimTe KbM KITMEHTUTE
YHpaeneHue Ha Mamepuasnu — npunasmxxeaHe Ha MaTtepuarimtTe BbTpe B OpraHn3aundaTta




——

o

=

T T R T ME W T T T oy

I-'—-—_.l— '-—-'r E T

Upstream tiers

Third tier Second tier First tier
supplier supplier = supplier

Firsttier ~ Secondtier = Third tier
customer customer = customer

Materials Component ;Sluhn-tlssur|1|lll'l_|l'_E

suppliers = suppliers = suppliers
Example of upstream suppliers

Ewhnh:ahrsi Retailers ~  End users

Example of downstream customers



YrpaBjieHHUE HA B3aUMOOTHOIIIEHUATA C
nocrapuuure (Supplier relationship management -

SRM)
]
B SRM obxBalya BCMYKM OENHOCTU 3a NonyvyaBaHe Ha maTepuanu, CypoBUHN,
NPOAYKTU UMK YCNYrn OT AOCTaBYMK, KOETO BKMOYBA NOPBYKA, KAKTO U
NOMMCTUYHM YCYr 3a TPaAHCNOPT A0 OpraHn3auusTa u cknagupaHe npeam
nonBaHe Ha NOPbYaAHOTO

B [lopbYykama e ocHOBeH acnekt Ha SRM Tbi kaTo pasxoanTe 3a NopbYAHOTO
npeacTeBnaABaT BaXKeH KOMMNOHEHT Ha obliaTa ueHa Ha npeanaraHma npoaykT
NN ycrniyra oT opraHusayuaTra

= HamansiBaHe Ha pa3xoauTe 3a TpyA M yBenvyaBaHe Ha OTHOCUTENHUTE
pa3xoau 3a NoOPbYaHOTO ce CBbP3Ba C NpeanaraHuTe NPoayKTU U yenyru

= KoHTpon Ha pasxoauTe 3a Nopb4aHOTO — BaXKeH POKYC B KOHTpOMa Ha obwuTe
pa3xoau 3a npeasfiaraHnTe NPoayKTU UMK YCIyru

B M360p Ha docmae4uk (crnepn peweHne ganum e peann3yemMo Unm xenaTtenHo
[a ce npousBexaa B opraHusaumsaTa ¢ orfeq Ha pasxoauTte, Ka4ecTBoTo,
HaNMMYHUTE BbTPELLUHN KOMNETEHLMN).

= [lpaBu ce aHanu3 3a NnpeaumMcTBaTa Ha COOCTBEHO NPOU3BOACTBO UM BbHLLUHA
[ocTaBka

= [JlocTaBunmuuTe MoraT Aa ca crneuuanuanpaHi 1 aa umat no-gobpo
N3MbITHEHUE

u IE',OCTaB‘-II/ILI,I/ITe MoraTt Aa npeanarat pa3fim4Hmn KoMrneTeHUunnm Ha KOHKYPEeHTUTe

= Kputepum 3a n3bop Ha AOCTaBUYUK: LieHa, KA4YeCTBO U U3MbITHEHNE Ha
[OCTaBKuTe




CTBIIKM B IPOIECA HA OPBYKHU

Organisation :
Request for

Products and services + Delivery note

Invoice




YIIpaBJICHNUE HA CKJIAJ0BETE

]
m Ckrnagose (QUCTPUBYTOPCKM LEHTBP): cneumduryHa nokauus 3a
CbXpaHEHWEe Ha NPOAYKTU N MaTepuanmu

m Heobxooumo e ga obpaboTBaT CTOKU M yCRyrn rno Bepurata Ha
OOCTaBKWN KOMNMKOTO € Bb3MOXHO N0-0bp30, 3a Aa OTroBOPST Ha
TbPCEHETO Ha KNUEHTUTE

= CbxpaHsBaT NocTbhNBalLUUTE MaTepuanu, Non3BaHn B NPON3BOACTBOTO,
KaKTO M NPOAYKTUTE, TOTOBU 3a ANCTPUOYLIMA KbM KITUEHTUTE

u C'bXpaHFIBTa MEeXOANHHNU KOMIMOHEHTU UM pe3epBHN HYaCTu

= [MonsBaT ce 3a copTupaHe, NakeTupaHe Ha CTOKUTE Npwu
pasnpocTpaHeHue no BepuraTa Ha JOCTaBKu

B BaxHo 3a ynpaBrneHUeTo Ha CKNafoBe — CTeMNeH Ha AeleHTpanusauus u
pa3mep Ha CKNagoBOTO NPOCTPaHCTBO

m [JeyeHnmpanu3sayus — npeanara ycrnyru B 0fiM30CT Ha KIMEHTUTE U
MOXe no-gobpe aa rm obenyxea Ha 6a3a Ha No3HaBaHETO UM U Ha
Obp3nHaTa Ha OOCTaBKUTE.

m LeHmpanu3auyusi — npegnara Bb3MOXXHOCT 3a No-Marnko obpaborsaHe
Ha NpoayKTUTE MeXxady MecTaTta 3a ob0cnyxBaHe, HaMmansasa pasxoguTe
3a KOHTPOI M HMBATa Ha MHBEHTapu3auus.



YrpaBjieHUE HA B3aUMOOTHOIIIEHUATA C
knreHTuTe (Customer relationship management -

CRM)

B CRM obxBalla UusnocTHMA NpoLEeC, NPy KOUTO ce narpaxaaT n nogabpxar
B3aMMMOOTHOLLEHUSA C KITMEHTUTE.

= Cwb3gagenu, 3a aa nHterpupaTt MHAOOPMAaLMOHHUTE CUCTEMU, KOUTO
obpaboTBaT MHGOPMaLUA 3a KITMEHTUTE

= BknrouBaT pasnunyHu NnpunoxeHms — 6asm gaHHW ¢ AeTaunu 3a KNUEHTUTE U
TEXHUTE NpeanovYnTaHusa, npunoxeHns 3a obpadboTka Ha 3asBKUTE Ha
KIMMEHTUTE, KaKTO N aBTOMAaTU3NpaHe Ha npogaxbute

B Llen: npuBnuyaHe v 3agbp)kaHe Ha KNWEHTU, KakTO 1 06BbP3BAHETO UM C
opraHmMsauusTa

B OcHoBHM npunoxenmsa B CRM :

m CbbupaHe Ha daHHU 3a KrueHmume. JINYHN OaHHW (Hanp. Bb3pacT, nosl,
agpec, TenedoH), 3annc Ha NOKynkuTe (BKM. MACTO, AaTa, Bpeme,
KONWUYECTBO, LUeHa). Tasu nHpopmauns Moxe ga ce nomnssa OT CAYyXUTenu
(B KON LEHTpOBE) 3a nogobpsaBaHe uUnun nNo-gobpo agpecupaHe Ha yCrnyrute
KbM MHOMBUAOYANHUTE KINEHTN.

m  AHarnus Ha daHHU 3a knueHmume. CbxpaHeHuUTe gaHHuU MmoraTt aa 6baar
KaTeropnampaHu n CBbp3aHn C KNUEHTUTE CNopen KpUTepumn Ha
opraHusauusaTa. MIHdopmauuaTa MoXxe aa ce rnosi3Ba 3a nogobpsiaHe
edekTMBHOCTTA HA MapKETUHra.

= Asmomamus3auyus Ha npodaxbume. LlenuaTt umkbn Ha npoaaxbu ot
reHepupaHe Ha 3asBka Ao npoaaxba n crnegsallo obcnyxBaHe ce
nognomara ot CRM.



CRM ¢yHKINH

Operational Analytical Interactive
functions - funchions - functions
Sales
- Knowledge Communication :
bases channels |
Marketing Knowledge
analyzing tools

wamtenance
and service




CRM - onepaTuBHU (PYHKIIMHU

]

OnepamusHu yHKyuu - comprise the main modules that provide
companies automated tools for managing trade and sales, marketing
and services or products’ maintenance.

B Modyn 3a mbpaosusi U rnpodaxxbu - BKIOYBA yrpaBieHNeTo Ha OroBopu 1
NOTEHLUMANHN KITMEHTU, CbXPaHEHNE Ha MHOopMaLKS 3a TAX, MEHUIXKMbBHT Ha
NHOPMAaLMS 3a HANUYHWN KINEHTU, TEXHUTE 3asiBKM U MOKYMKW, UHTErpaumns
OPYrn U3TOYHULUKM Ha MHdopMauma 3a knueHTute. NossonsiBa npocneasiBaHe u
aHanu3 Ha npoaaxouTte Ha KOMNaHUATa, n3BeXxagaHe Ha cTaTUCTUKA, NPOrHO3K
N PasfnM4YHN CNpaBKu.

B MapkemuHa MoQyr - BKIOYBA NpoBeXaHe Ha MapKEeTUHI aHanus,
BbMNPOCHULN, NpocrieasiBaHe Ha KOHKYPEHUMATA, NoAKpens ninaHnpaHeTo U
NpOBEXOAaHETO HA MaPKETUHI KaMNaHUKU, N3roTBSIHE Ha NPOrHO3N,
nepcoHanunanpaHn KamrnaHum, Kakto 1 criegeHe Ha brogxkeTa, ynpaBfieHMe Ha
npeanaraHnuTe LeHu n opeptn, obpaboTka Ha 3adBKM 1 JOrOBOPM.

B Modyn 3a noddpwbxxka u obcriyxeaHe Ha KIueHmMuU — HaCOYeH € KbM
obcnyXBaHe Ha HaACTOSALWM UM NOTEHUMAIHN KITMEHTU, YNpaBfeHne Ha
NoTpebHOCTMTE OT NoAAPBKKA HA KIMUEHTUTE, KAKTO N TEXHW ONfakBaHUS.
OcurypsiBa nHopmaumsa 3a Bb3HUKHaANM Npobnemu n npoueaypu 3a TAXHOTO
pelwaBaHe, KakTo U nogabpxka nopTan 3a KOMYHUKaLUUS C KIMEHTUTE.



CRM — aHaIUTUYHU U UHTEPAKTUBHU
BbMOKHOCTH

—
AHanumu4Hu ¢pyHKUUOHaIHocmu: npeanarat ce

npeanmHo B CRM ¢ paswmnpeHn Bb3MOXHOCTWN,
non3BaHu B ronemMmnTe KomnaHum (nopaau
BUCOKaTa LieHa)

B MoOdyn 3a aHanu3u: BKNOYBA MHOMKATOPW, aHanus3
Ha KIMMEeHTCKM JaHHW, CerMeHTaLuus No pasrnm4yHn
KpUTEPUN, aHanM3 Ha NpoaakouTe no rpynu
NpoayKTW/yCnyrun, KakTo U Ha Ta3m OCHOBa
npaBeHe Ha NPOrHo3u.

m Cpedcmea 3a busHec uHmernuzeHmHocm (Bl):
BKIIOYBAT CKNagoBe 3a AaHHW, coHaupaHe Ha
aaHHM (data minina). aHanu3 B beanHo BDEME.



OCHOBHHU TEMH

B TwunoBe MHOPMALMOHHU CUCTEMMU
B KopnopaTuBHU MHPOPMALIMOHHN CUCTEMMU

® WHdopmMaUMOHHU CUCTEMM Ha
onepaTtuBHO HUBO

B MeHUaXbpPCKN MHPOPMALMOHHU CUCTEMM



OnepatuBHU HH(MOPMALIOHHU
CUCTEMHU

T
B XapakTepucTuku

= [lonsBar ce 3a 3agayn B eXXeHEBHUTE PYTUHHU 3a BU3Heca
NENHOCTU

OcobeHOo BaXkHM 3a opraHusaumsTa

YecTto cmATaHu 3a KPUTUYHW OT rmMegHa To4Ka Ha MUCUATa n
cTparterndata Ha KOMMNaHUATa.

B Bupgose:

m Cucmemu 3a obpabomka Ha mpaH3akuyuu (TPS) —n3nonseaT ce 3a
ynpaBrieHne Ha obMeHa Ha nHopMaunsa U cpeacTsa Mexay
KOMMaHnaTa U TpeTU CTPaHu, Hanp. KNMeHTU, JOCTaBYnLM U
ONCTpubyTopu.

= Cucmemu 3a ogpuc asmomamu3sauyus (OAS) —nonsearT ce 3a

yrnpaBneHMe Ha agMUHUCTPaTUBHUTE OYHKLUK B odomca 1 YecTo ca
0CcobEeHO BaXkHM 3a KOMMaHUW, npeanaraiiy ycnyri.

m Cucmemu 3a KOHMPOJ1 Ha Mpoyeca — BaXXHWN 3a KOHTPOM U
HabnoaeHe B NPOM3BOACTBOTO HA PasnuMyHN NPOAYKTHU.



Cuctemu 3a 00padOTKa Ha TpaH3aKIUU

(TPS)

m perform the frequent routine external and internal transactions
that serve the operational level of the organisation.

m Examples of transactions :

= customers placing orders for products and services from a
company, such as making a holiday booking;

= a company placing orders with a supplier for components
from which to make its products;

= payment for goods or services received by a third party;

= a customer visiting a supermarket to shop (see the mini case
study on retail appli-cations of TPS by Sainsbury's);

= a customer ringing a call centre of a bank to pay their bills;
= a withdrawal of money from an auto-teller machine (ATM).



CucreMu 3a aBTOMaTH3aIs Ha oduca

(OAS)

B information systems intended to increase the productivity of office
workers

= Examples: groupware, workflow and general-purpose
applications such as word processors and spreadsheets.

= Mission-critical applications such as groupware and workflow -
key for supporting the internal processes of the e-business

m Critical organisational roles for OAS:

= coordinate and manage the work of local, professional and
information workers within the organisation

= link the work being performed across all levels and functions of
the organisation

= couple the organisation to the external environment, including
to its clients and suppliers; when you call an organisation, you
call an office



Cucremu 3a yInpaBJICHUC HA
padbotHuTe nororu (WEMS)

]
used to automate business processes by providing a structured
framework to support the process

documents, information or tasks are passed from one participant to
another for action, according to a set of procedural rules

help manage business processes by ensuring that tasks are
prioritised to be performed as soon as possible by the right people in
the right order

Workflow software provides functions to:

assign tasks to people;

remind people about their tasks which are part of a workflow queue;
allow collaboration between people sharing tasks;

retrieve information needed to complete the task, such as a customer's
personal details;

m provide an overview for supervisors of the status of each task and the
team's performance.



CHCTEMH 32 KOHTPOJ Ha IIPOLECUTE

]
B report to employees and supervisors who are very close to a specific
activity
= associated with the support and control of manufacturing processes
= automation of repetitive, uniform products such as foodstuffs on a
production line
= strong trend to specialised tailoring of products or mass
customisation to an individual customer's needs
m Main types of production facility that information systems can be used
to support:
= Repetitive. Production-line-type systems producing a standard
product such as the Model T Ford car (this is the equivalent of
packaged software).
= Job shop. Production of individual 'jobs' for individual customers
according to their specific requirements (this is the equivalent of
bespoke software).
= Batch. Intermediate between the two, a batch of identical products
produced before changing the production setup for the next batch
of systems.



OCHOBHHU TEMH

B TwunoBe MHOPMALMOHHU CUCTEMMU
B KopnopaTuBHU MHPOPMALIMOHHN CUCTEMMU

B /IHopMaLUMOHHU CUCTEMU HA OnepaTUBHO
HUBO

B MeHuaXbpckn nHopMaLMOHHM
cucTtemu



MeHUKBPCKU HH(POPMAITUOHHU CUCTEMU

(Management information systems — MHC)

—
B [JaBaT Bb3MOXHOCT Ha pbKoBoAUTENUTE Aa crnegar
OopraHM3auMoHHUTE AENHOCTU 1 Aa B3MMaT Ha Ta3n OCHOBA peLLeHus.

B ocHoBHU TUNoBe MNC:

®  cucTemu 3a B3MMaHe Ha pelieHuna (Decision support systems -
DSS), kouto ocurypsieat nHopmauusi 1 CbBeTU 3a B3UMaHE Ha
TaKTUYECKN N CTPATEINMYECKN PELLEHUS;

= cucTtemu 3a otymtaHe n aHanua (Information reporting systems -
IRS), kouTo ocurypsasaT cneundndHn AoKNaan 1 aHanmsm 3a
TeKyliaTa OenHOCT (MepuoanyHn exeaHeEBHN, U3BBHPEOHU) U
NOAKPENAT B3UMAHETO Ha PeLLUEeHns;

®  MHdJOpMaUMOHHM cucTemmn 3a pbkoBoautenu (Executive information
systems - EIS), konto npegoctaBaT Ha cTapLumMa MEHUIKMbBHT
cpeacTBa 3a aHanus, cpaBHEHME U NpocreasiBaHe Ha TEHOEHLUNMN,
KaKTO BbB BbHLUHATA, Taka 1 BbB BbTpellHaTa cpeaa Ha
opraHusaumaTa, KoeTo CbAencTBa 3a HEMHOTO YNpaBneHue n 3a
CTpaTernyeckoTo niaHupaHe.




Inputs to Managerial Information Systems

Transaction Processing Systems
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CpencTBa 3a moAKpeIia Ha PEIICHUS

(decision support tools) — CbIIHOCT
T

B codTyepHu cpencrtasa, KOMTo obCcnyXBaT HUBOTO HA MEHUIPKMbBbHTA U
MHTEerpupar:

® [aHHM 3a NPOU3BOAUTENHOCTTA Ha OpraHn3auuaTa;

m OusHec npasua, OCHOBaHU Ha Tabnuuu ¢ peLleHns;

® aHanuUTUYHW cpencTBa U MoAdenu 3a NPOrHo3upaHe 1 niaHupaHe;

® JleceH 3a nossBaHe rpauyeH notTpeduTenckm nHTepdewnc.

M3Non3BaT ce 3a M3BbHPEeHU CrpaBKkK, a He 3a peJOoBHM AoKNaau
m cpefcTtea 3a obobuiaBaHe Ha TEKCT
® reHepartopu Ha o63opu
® CTaTUCTUYECKU nporpamm
[ |

Tabnuum 3a peLlenns, KonTo BepudurumpaT Oann BCEKM Bb3MOXEH
CLieHapui e B3€eT o[ BHUMaHue

B nognomaraTt 4eVNHOCTUTE NO MAaPKETUHT C:
® MpOorHo3mpaHe Ha npogaxbute Ha 6a3a Ha gemorpadCckm aHanus;

= ONTUMU3MPAHE Ha MPEXU 3a ANCTPMbyuma ¢ moaen 3a n3dop Ha Han-
00BpPOTO MACTO 3a TbProBust Ha eapo;

u OonTMMU3npaHe Ha npoaykroBmnAa MUKC.




CpencTBa 3a moAKpeIia Ha PEIICHUS
— OCHOBHHU XaPaKTECPUCTUKH

[Momarat Ha MEHUIKbPUTE Oa B3MMAT PELLUEHUS], KOUTO Ca YHUKATHMU,
6BbP30 NPOMEHSALLN Ce U TPYAHO NpeaBnaNMU

AgpecupaT npobnemMu, Npu KOMTO HE BUHarn MoXe ga ce onpeaenu
npoLenypa 3a AocTuraHe Ao peLieHne

M3nons3eaT BbTpeLllHa nHdopmaumsa ot MIS, Ho YecTo gobaBaT
NHOPMAaUMA OT BLHLLUHU M3TOYHMLM KaTO BOPCOBU LLEHWN UIU LEHU
Ha KOHKYPEHTUTE 1 Op.

maTt no-ronsima aHanuMTU4YHa MoOL, B CpaBHEHWE C OPYrMTE CUCTEMMU
N U3NON3BAaT pas3nnUyYHM MOAEnNu 3a aHanus3 Ha JaHHUTEe, UNnu
obpaboTBaT OrpoOMHM KONMYeCcTBa AaHHU U M NpeacTaBsaT B conTa
dopma, yaobHa 3a aHanm3 oT MEHUIKbPUTE

Taka ca npoekTMpaHu, 4e NOTpebuTennuTe AMPEKTHO Aa M Non3eat u
no nogpasbupaHe nmat codTyep, OpUEHTUPAH KbM NoTpebutenure
(user-friendly software)

NHTepakTUBHU — NOTpedutennte moraT Aa CMEeHST NpeanonoXeHus,
BKapBaT HOBW AAHHW, MOCTaBAT HOBM BbMPOCK U Ap.



CpencTBa 3a moAKpeEIia Ha PeIICHUs

- CTAaIIN
e

B [lpouechbT Ha B3eMaHe Ha peLleHuss NpeMunHaBa npe3 HAKONKo eTana:.
npoy4yBaHe Ha npobnema;
aHann3 Ha anTepHaTUBHU PELLUEHNA N TEXHUTE NocneacTBuA
n3dop Ha pelueHne Ha 6a3a Ha onpegenieHn KpuTepumn

B 3a ycrnewHoTo U3NbJIHEHWE Ha BCEKN OT eTannute € Heobxoanma
KOHKpeTHa MHopmMaums.

B CuctemaTta dokycupa BHUMAHMETO CU Ha NpoLieca 3a B3eMaHe Ha

pelleHne, a He Ha pe3ynTaTuTe OT PELUEeHNETO UMM Ha CbLUHOCTTA Ha
npobrema.

Bysuuxpane [*IIpovupane [ Anamms [ Hsbop [ Peannsauun

Ha npod e *
; ! i

— Hamuynu anTepHaThsx | | Kpurepun
€00 X0 AHMO CT 0T H NOCAeACTEHA 3a H3DOp
FIebIaHe Ha pelleHHe

I T / Ouenxa —

HABRTTHOJEHHA = JTAHHH=>HHPOPMAITIHA [— ede K THEHOCT




CpeacTna 3a MOJIKPENa Ha PEIICHUS —
KOMITOHEHTH

]

m Dialogue. This component is used for achieving interaction with the user so
they can formulate queries and models and review results. Essentially, it is the
user interface. It is often difficult to devise an effective user interface for a DSS
since there is a trade-off between simplicity and flexibility. Simplicity is needed
since some managers may not be frequent users of decision support systems.
Flexibility is required to allow a range of different questions to be asked and to
enable data to be displayed in different ways. The problem is that as more
flexibility and options are built into the system, it becomes more difficult to use.

m Data. Data sources are, of course, critical to DSS. Information may need to be
collected from a range of sources such as operational systems (for sales
perform-ance), financial accounting systems (for financial performance), or
document sources such as internal documents or those available on the
Internet. Note that changes or additions to data are made using the database
systems organising the data and not by the DSS dialogue itself.

m Model. The model component provides an analysis capability for the DSS. A
financial model, for example, may predict for given inputs what the future
pro-fitability of a company will be if it continues on the present course.



bu3sHec UHTEIUTEeHTHOCT

I

B busHec nHtenureHtHoct (BWU) e mexay Han-HoBuTE codpTyepHU
peLlEHNs, KONTO NO3BOMABAT HA NOTPEbUTENUTE Oda npernexaaT u
MaHUMNynupaT rofieMu Korimyectsa KOMMIIEKCHU JaHHMW.

= busHec uHmMenuazeHmMHocmma ce 0ehbuHUpa Kamo HernpeKkbCHamo
U MemoOu4YHO mpaHcgopmupaHe Ha 0aHHUME Oom 8csiKakeu U
8CUYKU U3MOYHUUU Ha daHHU 8 HOBU (hopmu, Koumo oa
npedcmassm uHgopmMmauus, orpedersieHa om bu3sHeca U Haco4yeHa
KbM pe3ynimamume Mmy.

B Bu3Hec MHTENUreHTHOCT YECTO BKIOYBA CbBKYMNHOCT OT CpeacTBa,
6a3n gaHHM U MHGOpMaUNs, KOUTO MMaT 3a Len aa OCUrypsaT
NHJPaCTPYKTypa, KOSATO HE caMO Aa NpeaocTaBu MbpBoHaYanH
pelweHns, HO N Ja cbyeTaBa CNoCOBOHOCT a pearnpa Ha NPoOMeHUTE B
bu3Heca n Ha nasapa.

B OcHoBHa uen Ha BU3HeC NHTENUIreHTHOCTTa € Aa aBToMaTusupa u
NHTErpmpa KOrKoTo € Bb3MOXXHO NoBeYe CTbMNKM N OYHKUMN, Taka Ye
Oa ocurypu gaHHm 3a aHanutmuymte. OcHoBHaTa uaesi e ga ce
NpnaodbuaT gaHHWM BbB BUA, HE3aBUCUM OT cpefcTBaTa, NoaxoAdsiliu 3a
no-HaTaTblHa obpaboTka n aHanus.



bu3sHec UHTEIUT€eHTHOCT
L]

B aHanuTU4eH npouec, KOUTo TpaHcdopmunpa pparMeHTUpaHu
OpraHM3aunoHHN N BbHLUHW JaHHU B LleneHaco4YeHu “3HaHua” 3a
KOMNeTeHuunTe, no3numnTte, AeMHOCTUTE, BbHLUHUTE nuua u
pasrnexnaHurte npouecu

B l3uckBa nHTerpmpaHa 6asa gaHHuU, oOOMKHOBEHO npeanaraHa ot
XPaHUNULLETO 3a OaHHU

B TexHonornu, KOUTo nognomarat OGU3HEC UHTENUIeHTHOCTTA:

= Cucrtemu 3a nognomaraHe Ha pewleHusi (decision support system,
DSS)

= MynTtugumeHcmnoHaneH aHanms (online analytical processing,
OLAP)

= TexHonoruu 3a U3BnM4aHe Ha AaHHW, TEKCT (data mining, text
mining and Web mining)

= KapTtu c 6banaHcmupanu nokasatenu (balanced scorecard), TEXHUKK
3a busHec cumynaums

= TexHonorun 3a n3kycteeH nHTenekT (artificial intelligence, Hanp.
yrnpaBrieHne Ha ka3ycu (case based-reasoning, CBR) nnu
yrnpaBrieHne Ha 3agaum



EneMenT Ha OM3HEC UHTEIIUTCHTHHU

CUCTCMHU

ETL cucremn ]

[ Crpasn 1 orsern ] [ (MsBnuuane, Tp:ll-IE{l}DPHHEI'aHE

H apo#EOdaHe Ha JaHHH

Decision Support Systems

M Data Warehouses (CucTemu 3a mognomaraHe
£Td JaHHH
(Cknagose 3a ganHn) B3MMAHETO Ha PeLIeHHE)
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EKCIIEpTHH CHCTEMU

KOMMIOTbPHW NporpamMm, KOUTO MoraT ga e3umMam peweHusi nooobHo Ha
xopama

cbbupaT 3HaHUATa U peLleHnsaTa Ha ekcrnepTy B AageHa obnacTt n Ha Tasu
0a3a gaBaT Bb3MOXXHOCT U HecneumanucTu aa ce Bb3nons3sar.
3asucumocmma om 3HaHUsMa Ha ekcriepmume 3a pellaBaHe Ha npobnemu
e TAXHa OCHOBHa OCODEHOCT.

[lpedcmassiHe Ha 3HaHUsSMa . KaTo crydam (cases), npasuna (rules), nnu
moaenun (models).

Kak deticmeam: ExkcnepTHaTa cuctemMa noctaBs BbMPOCKU Ha noTpeburtens,
Ha Oa3a Ha KoMTO npeanara peweHns n Moxe aa obsiCHM norvkaTta 3a
peweHneTo. Bb3 ocHoBa Ha nogageHuTe OT NoTpebuTens agaHHM ce
onpenens Han-godbpoTo pelleHne, Nnpeactass n obocHoBaBga.

An important distinction between expert systems and other information
systems that are used for decision making is that:
= the suggested actions are not based only on rules and algorithms; instead,

they also use heuristic techniques that may involve searching through
different 'rules of thumb' that recommend the best action.

= The different rules are applied using a separate module of the expert system,
known as the inference engine.

= The user interface program, sometimes referred to as the 'expert system
shell', is used to build rules and ask questions of the system.



EKCIIEpTHH CUCTEMH
Case-based Reasoning-Process

1 User describes the
' problem

Y

System searches —
2. database for similar
cgses

Case

System asks user database

3 additional questions to
' narrow the search

v

System finds closest
fit and retrieves —
solution

*. ) System stores
System modifies the problem and
solution to better fit 6. successful solution
the problem in the database

A

NO YES



EKCIIEpTHH CUCTEMH

—————————
m MoraT ga 6baaT onpefaeneHu pas/iuyHu

eKkcriepmHu cucmemu crioped obsiacmma cu Ha
MPUIIOXEHUE:

® 32 UHTepnpeTaunst Ha JaHHW N CUrHanm
= 3a AnarHosa

® 3a An3auvH

® 3a NnnaHnpaHe

= 3a npeBof

= 3a noJkpena Ha peLlleHnst U KOHTPOJ1 Ha
KOMIMITEKCHN CUCTEMMU

= 33 noakbena Ha obvyeHue



Information reporting systems (IRS)
I

B [nformation reporting systems, also referred to as
management information systems, produce reports
that have been denned in advance for day-to-day
decision-making needs.

m Main types of report that these systems produce:

m Periodic reports - predefined reports that are required by
decision makers at regular intervals. (e.g. monthly
financial statement and a weekly sales analysis)

m Exception reports - produced only when required; can be
generated automatically by the information system when
a performance measure moves outside a predefined
range (e.g. sales falling below a certain level and
customers exceeding their credit limits), can also be
generated manually when a decision maker does not
want to wait until' the next scheduled periodic report or
the information is only occasionally required.



Executive information systems (EIS)

EIS or executive support systems (ESS) provide senior managers with a system to assist them in
taking strategic and tactical decisions.

= analyse, compare and highlight trends to help govern the strategic direction of a company.

= monitor the organisation's performance against changes in the external environment such as competitor
actions.

EIS are intended as decision support tools for senior managers. Since these strategic decisions are
based on a wide range of input information, they always need to be well integrated with operational
systems in a business. This integration may be difficult in firms with many incompatible systems but
EhSS 'F]lre a logical extension of the integration provided by the enterprise systems described earlier in
this chapter.

Some important features of EIS are:

= provide summary information to enable monitoring of business perform-ance. This is often achieved
through measures known as 'critical success factors' or 'key performance indicators' (KPIs). These will
be displayed in an easy-to-interpret form such as a graph showing their variation through time. If a KPI
falls below a critical preset value, the system will notify the manager through a visible or audible
warning.

E usel? mainly for strategic decision making, but may also provide features that relate to tactical decision
making.

= provide a drill-down feature which gives a manager the opportunity to find out more information
necessary to take a decision or discover the source of a problem. For example, a manager with a
multinational manufacturing problem might find from the EIS that a particular country is underperforming
in pro-duction. He could then drill down to see which particular factory was responsible for this.

= provide analysis tools.

= must be integrated with other facilities to help manage the solving of prob-lems and the daily running of
the business. These include electronic mail and scheduling and calendar facilities.

= integrate data from a wide variety of information sources, including com-pany and external sources
such as market and competitor information. This may be provided from Web sources.

= have to be designed according to the needs of managers who do not use computers frequently, should
be intuitive and easy to learn.



Human Resources Information Systems

Employee data To payrall
(various departments)

Employee
master
file

Data elements in
employee master file:

Employee: Number
MName
Address
Department
Age
Marital status Online
Sax queries
Salary
Educational background
Job title
Date of hire
Date of termination
Termination reason



Cucremu 3a yInpaBJICHUC HA
YOBEIIKHUTE PECYPCH

HeRMeS e codTyepeH NpoayKT, cneunanusnpaH B nognomMaraHeTo Ha

YUP, konto ce nsnonsea ot 1996. HeRMeS V e HoBa Bepcusi, KOSITO €
KOHLeNnTyanHo pasnuyHa oT rnpeawecTBeHNUmTE Cn, U cb3adaTenure
MY npoabiKaBaT fa ro passmBart, BKINHOYBAWKN HOBU
JoyHKLMOHANHOCTH.

OcCHOBHMTE MOOYNWN Ha cucTemMaTa ca pasaeneHn Ha TPU Fpynu :

CmaHdapmHu mModysiu — nognomarart onepaTtMBHUTE AENHOCTU Ha
cneuuanuctmute YUP. Mogynute NepcoHan n CTpykTypa ca OCHOBHU
MOLYINN, KOUTO CbXpaHaBaT MHopMaLUa 3a CIyXUTenuTe u
opraHusaumoHHaTa CTpykTypa. Te3n Moaynu ca AOCTbIMHU Ype3
HaCTOJTHO NPUIIOXEHHKE.

donsrHumernu Modysiu — ocurypsisaT Bpb3KM KbM APYr CUCTEMU U
obobwaBaT nHopmaumaTa. Cncrtemara moxe ga yHKLMOHMpPa
HOpManHo 1 6e3 Tean moaynn. Te CbLUo ca AOCTBLIMHN YPE3 HACTOSTHO
NPUNOXeHKe.

Self-Services — yeb-6a3npanu moaynu, npeaHasHavyeHu 3a ynortpebda
OT BCUYKM Ccriykutenu. Te nognomaraT ornepaTuBHU 3aga4u,
Hen3uckeallm Hamecarta Ha cneuynanuct YYP. lNpumep 3a TakbB
moayn e OTNyCKW, Ypes3 KOUTO CIYXUTENUTe MoraT ga 3asdBAT
XenaHueTo Cu 3a nonssaHe Ha OTnyck.



Additons
MAModules

Standard modules

Self-Service




E- Human resource management

framework
I
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Questions?

contacts:
elis@fmi.uni-sofia.bg



