Minicase 1. ERP helps productivity at Northern Digital Inc.
1. For a small company like NDI, why is an ERP better than SCM applications?
ERP’s major objective is to integrate all departments and functional information flows across a company onto a single computer system that can serve all of the enterprise’s needs while SCM software focuses on planning, optimization and decision-making processes in segments of the supply chain. 
ERP is also a cost saving application as it can be leased (in our case NDI took it from Intuitive Manufacturing systems). 

The ease of  ERP implementation and use is also very important in comparison with SCM.
2. Identify the supply chain segments that the ERP supports.
ERP supports inventory management that helped to double inventory turns; order cycle, which has reduced since the implementation of ERP; production control, that had a direct impact on customer delivery; planning system, that improved significantly after using ERP and positively influenced labor and materials.

3. Relate this case to Porter’s value chain and to its competitive model. Show the ERP’s contribution. 

Activities in Porter’s value chain model can be divided into 2 parts: primary and support activities. Primary activities involve purchase of materials, the processing of materials into products, and delivery of products to customers. There are five primary activities: inbound logistics (inputs), operations, outbound logistics, marketing and sales, services.

The suppliers provide inputs necessary to the firm and their value chains. 
As NDI is a supplier of 3D/6D measurement products, it stays at the first step of value chain. That’s why the ERP contribution is significant in this case as it helps the company  to be successful at the first stage of supply chain, which is very important, and to influence positively other stages  and to help company to keep its competitive position.
4. Enter intuitivemfg.com and report on the capabilities of the company’s ERP product.

Intuitive offers ERP software solutions that enable mid-market manufacturing enterprises to: 

1. Improve productivity and reduce costs;
2. Keep customers satisfied;
3. Make better business decisions;
4. Enhance IT infrastructure.

Intuitive ERP addresses the following business needs: Enterprise Resource Planning (ERP), Customer Relationship management (CRM), Supplier Collaboration, Business Intelligence, E-commerce, Extended Enterprise, and Technology Infrastructure.

5. Relate this case to business planning and strategy.

Implementation of ERP helped to improve business processes related to inventory management, planning system, enhanced technology infrastructure. As a result better planning capabilities have influenced positively customer service.

ERP has also improved NDI’s growth strategy. With the implementation of Intuitive ERP, NDI has found the way to increase the value it provides to customers while also improving financial performance.



Minicase 2. QVC provides superb CRM
1. Enter qvc.com and identify actions that the company takes to increase trust in its e-business. Also, look at all customer-service activities. List as many as you can find. 
Actions, that the company takes to increase trust in its e-business:

· providing detailed information about products, offering wide range of products;
· giving customers possibility to use “customer service” link, where plenty of questions, customers are asking, are presented with detailed answers;

· ability to ask any questions to the company using “ask us live” link;

· providing information about the company (sections “corporate”, “international”, “policies and information”), which helps customer to see with whom he/she cooperates as a customer;

· online chat helps the customers to share opinions about the products.

Customer-service activities:

· ordering;

· shipping;

· returns;

· self-service (my account, order status, auto-delivery management, pre-paid return labels, automated services brochure, video tutorials).

2. List the advantages of buying online versus buying over the phone after watching QVC. What are the disadvantages? Is it a CRM service?
Advantages of buying online versus buying over the phone:
· easiness of making an order;

· possibility to see what you are ordering;

· possibility to follow your order status;

· possibility to contact the company via different means (e-mail, online chat…)

Disadvantages:

1. When you are buying over the phone, it’s easier to avoid mistakes in your order, because you are talking to the operator, who is fixing all your needs concerning a new product.

2. The trust to the company is higher in case of making an order over the phone, because when the customer is calling the representative knows all  the information about him/her and the products he/she buys.

3. The relationships between customer and company are built better over the phone.

It is a CRM service, because the company focuses on building long-term and sustainable customer relationships that add value for both the customer and the company. One-to-one relationship between customer and seller is practiced in this case. 

3. Enter the chat room of qvc.com and the bulletin board. What is the general mood of participants? Are they happy with QVC? Why and why not? What is the advantage of having customers chat live online?

After visiting chat room, it’s worth to conclude that the customers are mostly satisfied with QVC products, because of its quality, delivery service, possibility to contact the company at any time and via different means (e-mail, phone, mail). 

Having customer chat online helps the company to evaluate customer satisfaction about the product and to make improvements on time in order to keep loyal customers. 

4. QVC is using a data warehouse to provide customer service. Explain how it is done. The data warehouse operates in real time now. Why?
QVC maintains a large data warehouse. Customer’s buying history is correlated by Zip cod with psychodemographic data  from Experian (experian.com), a company that analyzes consumer information. This way, QVC know instantly, for example, whether a new product is a hit with wealthy retirees or with young adults. The information is used for e-procurement, advertising, and more. 



























