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	Relevance to Case Study

	ICT systems
Common ICT systems to help the organisation run more smoothly. Purpose is to enable business processes to be simplified:
· Back Office Systems
· Management Information Systems
· Transaction processing systems
· Workflow and Document management systems collaborative work systems
· Enterprise resource planning systems
· Decision support system
· Customer relationship managements systems

	Case refers to a CRM system and the need to have a system that can manage the customer interface. This will include all calls and contacts to customers and suppliers -Tracking system for contacts (CRM systems)

	ICT security
User access
Backing up
Online security
Acceptable use
Physical security

	Case clearly states the need for a secure system.
Suggest how they may ensure the security of data for the new system

	Legislation
Data protection
Computer misuse
	Which of the pieces of legislation may be relevant to the new business?

	Incorporating ICT into an organisation
Consider factors affecting the success or failure of the new system
	

	ICT Service (support)
	What support may be needed for the finished system?
Installation; training; support; maintenance

	Business goals and objectives
	Suggest what the business aims are of SP

	Need for organising finance/financial constraints
	What financial constraints are there?

	Interviewing (characteristics of ICT professionals)
Recruitment requirements
Characteristics of ICT teams
	What are the required characteristics of each of the roles that are on offer?

	ICT strategy
Overview of the aims and intentions of their business and how they will use ICT to help achieve them.
What should the strategy consider:
· Business aims and objectives
· Finance
· Style of organisation – structure, management style, functions, information flows
· Size and type of organisation
· Impact on people (internal and external – training needs/managing change)
· Location of customers – local/national/international will affect their communication needs
· Ethos of the organisation
· Available Hardware and software
· External influence e.g. compliance with legislation
· Communication with external organisations

	Both teams state the intention of writing an ICT strategy
Consider what factors they will have to address (they are in are study)

One proposal says strategy will be based on “requirements and available finance” – what other factors should be considered when writing the strategy?

	Bespoke systems vs. Package systems
Be able to contrast the advantages and disadvantages of each type.
	Recommend whether bespoke or package software should be used 


	ICT for publicity (promotion/web/posters)
	Suggest how ICT can be used to publicise the business. Consider the target market and the service they are intending to provide.

	Global communication (videoconferencing)
	What considerations will they need to take into account to manage their global communications?

	User requirements
	Function rooms for dances/concerts/ boxing competitions/exhibitions
Gym/squash courts/cafe/meeting rooms –generates the need for a booking system
Refers to financial constraints – clearly important hence need for Accounting system
Want to contact stakeholders – hence mailing and emailing system

	Management information systems
Combination of data handling systems and complex systems that help with decision making and strategy
	

	Data handling systems
	

	Communication systems
	

	Outsourcing
Appointing external organisations to provide ICT services
Usually as they do not have expertise or capacity to do so.
External services (bulk printing)
	Consider the advantages and disadvantages of outsourcing. One team suggests outsourcing, what services could they delegate to other businesses?


	Service level agreement
A service-level agreement is a negotiated agreement between the customer and the service provider. 
The SLA records a common understanding about services, priorities, responsibilities, guarantees, and warranties. Each area of service scope should have the "level of service" defined. 
The SLA may specify the levels of availability, serviceability, performance, operation, or other attributes of the service, such as billing. In some contracts, penalties may be agreed upon in the case of non-compliance of the service provider.
	What could be contained in a SLA for each of the offers?





Glossary
Legacy systems
Legislation
Security
Bespoke systems
Package software
Generic software
ICT service
Workflow systems
Bulk printing
Integrated systems
ICT strategy


