CASE NO:1.- YES COMPUTER SERVICES INC.* 


YES Computer Services Inc. is a company that concentrates on management information systems and it sells software and training and consultancy services in this field. The company is organized under four departmens: marketing, support and consultancy, software development and anministrative and financial affairs. The administrative and financial affairs department is further subdivided into computing, accounting and administration units.


The information system of the company is based on three types of materials. The first group of materials are the books and periodicals on computer hardware and software that are shared by the software development and computing units. Some of these are located in the computing manager's room and some are located with the secretary to the general director. Located in the computing unit manager's room is also a diskette library. The documentation relating to the diskettes, on the other hand, is distributed among the computing unit, software development and archives/stationary room, where old records are stored.


The second type of material is the documentation relating to management information systems being marketed. A copy of this material is kept by the support and consultancy department for their own use, and extra copies are kept in stock for distribution to the customers. When new versions of the systems marketed are released, the related documentation is also updated and pages relating to the old version are removed. The latest version used by the support and consultancy department is moved into the newly formed library but items of frequent use are left in the department. Pages of the old version and unopened packages of extra copies are boxed and put on to the top-most shelves in the library. Neither the material in the library nor those at the support and consultancy department have any particular arrangement within themselves.


The third group of materials in the company information system are the corespondence and other records. All incoming correspondence are first registered into a logbook and given a number by the registry clerk and two photostat copies are taken. The original is kept at the registry, a copy is sent to the department or unit of concern and the second copy is sent to the general director. The staff stated that the purpose of the copy sent to the general director is "for information," because he was appointed only two months ago and he wanted to see all incoming and outgoing corespondence, so that he could get informed about what is going on.


Envelopes are addressed to the company staff are forwarded directly to the person in question. If these are not private letters, they are photocopied and the original is sent to the registry, while the other copy is filed at the related department or unit, after necessary action.


All outgoing correspondence are typed by the help of word-processing programs on PCs attached to the computing unit network, and after the hard copy is output from the central printer, are photocopied. A copy of these is filed at the related department and the original is sent to the registry for registration and posting. Since fax and phone have got an important role in company communications, all fax messages are treated as incoming/outgoing correspondence.


Of the in-house records created during the major activities of the firm, the majority is consisted of the training material prepared by the support and consultancy department; purchasing, sales and finance records of the accounting unit; and the file series on customers, products and competitiors of the marketing department. The major complaints of the company regarding its information system is as follows:

* The general director, despite his directory, cannot see all incoming and outgoing correspondence and in those that he can see, observes badly expressed statements to such a degree that can damage company image. That is why, he insists on his order being performed.

* The departments or units may not be aware of certain documents that are related to their activities.

* The things to be done upon telephone communications may be forgotten, and nobody is aware of the subject except for the person who speaks on the phone.

* There is difficulty in locating the whereabouts of the publications and documentation regarding computer hardware and software when needed, and sometimes they cannot be found at all.

* Documentation regarding the systems marketed cannot be found easily when needed and the search time may take a whole day from time to time.

* When there is a need to give training or consultancy service to the customers who bought the older versions of the systems, the customer copy of the documentation has to be used, because the needed material cannot be found otherwise. This destroys company prestige.

* Because the systems documentation, correspondence, customer and product files and training material cannot be linked to each other, the work-pace is slow. Due to danger of loss, the departments or units tend to keep their material to themselves and not share it with others. This causes unease among staff. As a result of this, the departments or units are unaware of each other's activities and the records they hold.


The board of directors decided to hire a management analyst to solve these problems and employed you for this task. What kind of a system would you suggest?

* Real case, changed name





