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Competition
The competition around the industry was more and
more intense and dynamic.

© cost @ quality

© growth & Innovation
© control & service
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CuStomers

Customers had more influences to the companies than
ever before.

- diverse
- more expectation for the consultation

- high requirement for the quality, service, and price

- difficult to keep loyalty
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Information technology

technologies changed rapidly from 1990s and
especially information technology (IT).

organization could boost the performance of
processes by rationalize them and automate them.

using IT to speed up those processes could not solve
the fundamental performance problems.

hard for IT to align with the old processes.




SLIALERIES 1T Oraer W gedl e Srmergernt neuworked compeuuon.,

Social media has great impact on marketing a company’s products and
services and managing customers. NOT ONLY THAT!

The ReSearch Problem
As the most popular IT currently, social media brings companies a lot of new

opportunities and challenges as well.

There is no doubt that traditional business processes are influenced by social media
intensively.

This thesis will investigate the new way of companies doing business by using social
media..

The research question of the thesis will be “How does social media change the major
business processes?"
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BuSIneSS proCess
In organization, a business process is a fundamental
element to be analyzed.

Defionition of buSineSs process

Pall (1987): the logical organization of people, materials, energy, equipment,
and procedures into work activities designed to produce a specified and result
(work product).

Davenport and Short (1990): business process as a set of logically related
tasks performed to achieve a defined business outcome.

Hammer and Champy (1993): business process as a set of logically related
tasks performed to achieve a defined business outcome.

Business process contains purposeful activity. It is done collaboratively by a

group. Itis always cross-functional. It can be driven by outside agents or
customers, (Ould, 1995)
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TypesS of buSineSS process

The types of business process were discussed by several authors.

Process Dimension and 1pe Tvplesl Example

« Production process
Preductian anscess s like the operational process
that has an sutput.

Tihjects
Fligsieal Mambee + prodint - Office process
Creale o geupnsal

Ofien precess is ke managedal process that plays o
suppeetha role.

Types of Processes by Savermort (1220} Tt af Pracaceas by Lindeay ot al. {1993




H Dramatic & sustainable d
improvement in performance

The reengineering concept by Hammer & Champy (1993)
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PrincipleS of reengineering

Through the definitions of BPR above, it is easy to get the conclusion that four keywords of BPR
are fundamentals, radical, dramatic and process.

Hammer (1990) summarized seven principles of reengineering to guide the BPR.

- Organize around outcomes, not tasks.

« Have those who use the output of the process perform the process.

» Subsume information-processing work into the real work that produces the information.
- Treat geographically dispersed resources as though they were centralized.

- Link parallel activities instead of integrating their results.

- Put the decision point where the work is performed, and build control into the process.

« Capture information once and at the source.




Role of IT in BPR

IT, as the three major reasons for BPR, shows the importance of
itself in BPR.

The relationship between IT and BPR

i cant TT suppseal Bnsaness proces ses”

/—_\ BRusiness Strategy

Tulonoiion Techlogy Capabiliics Business Provess Redesym

./

How can busmess processes be rnosfomued using IT?

Organizational Strategy Information Strategy

The recursive relationship between IT capabilities and business process redesign The infermation systems strategy triangle
{Davenport & Shart, 1990) {Pearlson & Saunders, 2006)

Thinking about IT should be in the way of considering how it Business strategy should drive organizational strategy
can support redesigned business processes. At the same time, and 15 strategy and in reverse, organization strategy and
when thinking the business processes and improvements, the 15 strategy should support defined business goals and

capabilities of IT should be considered. objects.

N The role of 1T in BPFR
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Acconding to diMerent characteristics of busingess goals of the
company, sl majar business processes are clasified inta several
catagarins.

Thiz imadel shas what and how ITimpscts an gach business
process black.

Thase process blocks will ba used again later when discussing
social media,

A conceptual model b illustrate the role of 1T in Be2
{Gemasekarn & Math, 1967
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